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Hanh vi ngudi tieu dung. 


LOl GIOITHIEU 

Hanh vi ngudi tieu dung la mot mdn hoc nham xem xet ly do tqi sao con ngudi thu 
nhan, sic dung hoac loqi bo mot mdn hang nao do. Day la mot mdn hoc Marketing vmg 
dung kien thicc tir cac linh vice tarn ly, xa hoi hoc, nhan chung hoc vd kinh te hoc nham mo 
td va hieu each thicc ngudi tieu dung imgxir trong nhieu tinh huong khac nhau. 

Kien thicc ve cac nguyen ly hanh vi ngucri tieu dung cho phep ngucri lam thi tnrdng 
va cac nha qudn trj khac ra quyet dinh huu hieu hem. Ho co the du dodn tot horn hanh 
dong ciia ngudi tieu dung, xac dinh dupe nhu cau cua thi truorng muc tieu, hieu each thicc 
ngucri tieu dung nhan thicc va su dung thong tin Marketing. Nhan thicc ve hanh vi ngudi 
tieu dung cung ho trp ca nhan trong viec hieu cac quyet dinh mua/sic dung/loai bo cua 
rieng ho. Theo do, muc tieu cua mdn hoc nham giiip sinh vien chuyen nganh qudn tri 
Marketing: 

- Hieu duac nhumg khdi niem ve hanh vi ngucri tieu dung trong nghien ciru ly 
thuyet va thuc tien. Cu the Id hieu dupe nen tang tam ly hanh vi ngudi tieu dung vd ca 
che dnh huong dan ddt den su thay ddi thai do, niem tin vd tren het Id hanh dong cua ho. 

- Hoc duac each irng dung thuc te kien thuc nay vdo vi$c ra quyet dinh qudn tri 
Marketing chien lupc 

- Su dung duac cac kien thuc ve hanh vi ngudi tieu dung, v&i tu each Id ngudi 
tieu dung, de trd thdnh mot ngudi tieu dung tot horn thong qua y thuc cao ve dnh huong 
cua cac luc lupng ben trong vd ben ngoai len hanh vi tieu dung ca nhan. 

Mon hoc sir dung hai each tiep can chinh: dinh huong vi mo, tap trung vdo tien 
trinh tarn ly ca nhan ma ngudi tieu dung sic dung de thu nhan/tieu dung/loqi bo san phdm; 
dinh huong vi mo, tap trung vdo hanh vi img xir cua nhom vd ban chat hieu ticang cua 
hanh vi ngudi tieu dung, dinh huong nay nhan manh viec sir dung cac ly thuyet ve xd hoi 
hoc vd nhan chung hoc Mon hoc dupe cau true theo huong tic "vi mo den vi mo", bao 
gom 5 phdn vd 13 chuong 

Phan I gidi thieu tong quan ve hanh vi ngudi tieu dung. Chirong 1 cung cap cho 
sinh vien sir hieu biet ve phqm vi nghien ciru hanh vi ngudi tieu dung. Chuong nay • cung 
gidi thieu mo hinh tong the dinh huong to chicc giao trinh. Chirong 2 tap trung vdo cac 
nhom thuc hien nghien ciru ngudi tieu dung, each thicc cac nghien ciru dupe thu thqp vd su 
dung bdi cac chu the khac nhau. 

Phan II, Anh huong cua cac nhan to ben trong hay cac nhan to tam ly cot Idi. tap 
trung vdo tien trinh tam ly ben trong dnh hudng den each img xir cua ngicdi tieu dung. 
Chung ta thay' rang hanh vi vd quyet dinh mua/sic dung/loqi bo cua ngicdi tieu dung bi anh 
hudng manh boi mice do no luc danh cho viec tham gia vdo hanh vi vd ra quy et dinh 
Chuong 3 mo td 3 nhan to man chot anh hmmg den no lire cua ngicdi tieu dung (l} Dong 
CO hay mong muon. (2) Khd ndng (kien thicc vd thong tin), vd (3) Co Iwi tham gia hanh vi 
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Hanh vi nguai tieu dung. 


vd ra quyet dinh, goi chung la M4C/ ,J . O chircmg 4, chimg ta xem xet each thirc thong tin 
trong moi tnrong tieu dung (qudng cao, gid cd, dac diem san phdm. thong tin truyen 
mieng, ...) dupe xir ly noi tai nhu the nao boi ngiroi tieu dung - tire la each thirc ho nhqn 
thirc thong tin nhu the nao, gom cac buoc tiep xiic, chuy va hieu thong tin. Chirorog 5 mo 
ta each thuc hoc lioi va ghi nhd nhdm too lap kien thirc cua ngir&i tieu dung Chircmg 6 
mo ta each thirc thdi do duyc thiet lap va thay ddi dua tren mire do no luc cua ngiroi tieu 
dung la cao hay thap. 

Trong khi phan II xem xet cac dnh huirng ben trong den quyet dinh cua ngia'n tieu 
dung, mot Imh vice quan trong cua hanh vi ngirdi tieu dimg lien quan den sir hieu biet ve 
each thirc nguai tieu dimg ra cac (juyet dinh mua, sir dung het) f loai bo, thi 6 phan III, 
chimg ta xem xet cac birac tiep noi cua tien trinh ra quyet dinh b&i nfjircri tieu dung 
Chirong 7 nghien ciru nhimg buoc co ban cua tien trinh ncty - nhqn biet van de va tim 
kiem thong tin , ddnh gid va ra quyet dinh trong hai tnccmg hop no lire cao va thap. 0 
chuong 8, chimg ta thdy dirpe each thirc ngiroi tieu dimg xac dinh la ho hai long hay 
khong hai long vdi quyet dinh cua minh va each thirc ho hoc hoi tic viec chon vd tieu dung 
san phdm/dich vu. 

Phan IV phan dnh quan diem vi mo ve hanh vi ngiroi tieu dimg. xem xet dnh hudng 
cua ede nhdn to ben ngodi hay van hoa nguai tieu dung (dac diem van hoa ciia nhom md 
ngiroi tieu dimg Id thdnh vien) vd cac nhdn to cd nhdn Tnrdc hdt, chung ta xem xet dnh 
Inrdng cua van hoa (ring, dan toe vd ton gido} vd giai cap xd hoi den hanh vi nguai tieu 
dimg (chirotig 9). Chircmg 10 xem xet dnh huong cua tuoi tdc f gi&i tinh , ho gia dinh vd 
truyen thong xd hoi den hanh vi ngiroi tieu dung. Nhimg nhdn to tren diroc kit hop co thi 
dnh hirong den ede nhdn to cd nhdn hay' tdm li hinh (gid tri, cd tinh vd I6i sing) cua nguai 
tieu dimg, den licpt cac nhdn to nay tdc dong den hanh vi ngiroi tieu dimg (chutmg 11) 

Phan V, " Kit qua hanh vi nguai tieu dung'\ xem xet tdc dong cua cac anh huong 
ben ngodi, nhan to tdm ly cot Idi vd tien trinh ra quyet dinh din hanh vi tieu dung biiu 
tirong vd chap nhdn san phdm moi cua ngiroi tieu dimg . Boi san pham vd dich \v thuong 
phan dnh y nghia sdu sac, chircmg 12 tap trung vdo chu di hdp dan vi hanh vi tieu dung 
bieu tuang Chircmg 13 xdy dimg cac chu de ra quyet dinh noi tai vd hanh vi nhom bdng 
each xem xet each thuc ngiroi tieu dimg chap nhqn mot san phdm moi, vd each thirc viec 
chap nhdn nay anh hirong den su pho bien san phdm tren thi truong. 

Sdch nay' diroc su dung lam gido trinh cho nganh hoc quan tri Marketing vd mot so 
nganh quan tri khde o cac truong Dai hoc Kinh doanh. 

Qua trinh bien soan khong the trdnh khoi nhimg khiim khuy it nhdt dinh vi vdy 
nhom tdc gia rat mong nhdn diroc sir gap y cua qui doc gid de Idn tdi ban sau duoc hodn 
thien hem. 


NHOM BIEN SOAN 


Motivation, Abilov, Opportunity 
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Hanli 17 nxiriri tieu dung. 


PHAN I: 

TONG QUAN VE HANH VI NGUOI TIEU DUNG 

Hanh vi nguoi tieu dimg lien quan chu yeu den viec mua san pham dich vu. 
ngoai ra no cung bao gom hanh vi su dung, loai bo dich vu. boat dong va ca nhfrng 
y tudmg cua nguoi tieu dung. Hon nua, nhurng nguiri lam thi truong phai luon 
nghien cuu hanh vi nguoi lieu dung de biet dupe ai mua. su dung va loai bo nhfrng 
san pham nao, cung nhu khi nao, o dau va vi sao. 

Chuong I gioi thieu ve long quan hanh vi nguiri lieu dung, tap trung lam ro 
nhiing vein de ca ban ve hanh vi ngirai lieu dimg. Chuong nay con gioi thieu va giai 
thich mo hinh tong the to chuc giao trinh. Hanh vi nguoi tieu dimg bao gom 4 ITnh 
vuc co ban: (1) Anh hirang cua ede nhdn id lam ly cot loi (tien trinh lam ly noi tai) 
den viec ra quyet djnh cua nguoi tieu dimg. (2) Anh hirang cua ede nhdn id ben 
ngodi hay van hda nguiri lieu dimg (dac diem nhom ma nguoi tieu diing la thanh 
vienj va cac nhdn to cd nhdn (lam ly hinh). (3) Tien trinh ra quyit dinli va (4) Kel 
qua cua hanh vi ngirai lieu dimg. 

Chuong 2 se de cap den tarn quan trong then chot cua nghien cun hanh vi 
nguiri lieu dimg va nhfrng ung dung dac biet cho nguiri lam thi truong. bao gom 
cac phuong phap nghien cuu. nhfrng kieu du lieu khac nhau mo ta va phan tich 
hanh \ i nguoi tieu dimg. Tir do cliiing ta co the hieu dupe vai tro cua nghien cuu 
nguiri tieu dimg trong viec phat trien cac chien lupc va chien thuat Marketing huu 
hieu hon. nhani tiep can va dap ung tot nhat nguiri tieu dimg. 




Iliinli vi ugiri/i ticu iliing. 


CinfONG I: 

NIIUNG VAN DK CO BAN VE 
I IAN 11 VI NGUOI TIEU DUNG 


Clnrang nay cung cap mot cai nhin tong quan ve (1) Ilanh vi ngtriri lieu dimg 
lit gi? (2) A hung nhan tii ndo anil htnrng den no? va (3) 17 sao can nghien cirn 
hitnh vi nguoi lieu diing ? Cu the la nghien am ve pham vi boat dong cua hanh vi 
ngirai lieu dung, each thuc nhieu nhan to khac nhau giai thich hanh vi ngirai lieu 
dung va giui thieu ve cau true tong the cua mon hoc. 

I. DjMI NGIIIAIIANII VI NGIOI TIEU DUNG 

Ncu dirge hoi ve hanh vi ngirai tieu dung, chung ta se nghl ngay dC*n each 
thirc mua san pham cua mot ca nhan. Tun nhien. hanh \ i ngirai tieu dung thirc chat 
co pham vi rung han va day la mot djnh nghla day du: 

I Until vi nguoi lieu dint” pit tin tin It long llie die (juyet din It aid nguoi lieu 
diing ddi v&i viec thu nit (in , tieu diing t loai bo It ting It d(t, boo gdin stilt pit tint, (licit 
vi/, boat dong vay tu ong , bdi cue don vi ra quyet din It (con nguoi) theo thoi gum 

Djnh nghla nay gom nhieu yeu to quan trong dirge tong hap trong hinh 1.1. 
Chung ta ha> \em xet lirng \eu to mot each cu the han. 

1. Ilanh vi nguoi tieu dung lien quan den nhung san pham, djeh vu, hoat 
(long va y tuong 

Ilanh \i ngirai tieu dung co nghla long han viec mot ngirai mua nhurng san 
pham vat chat nlnr hot giat. mi an lien, xe ma>. 6 to... No eon bao gom \iec mua 
cac dich vu, thirc hien cac hoal dong va y tmmg cua ngirai tieu dung. l)i chai cong 
vien. di kham ehira benh. tham gia lap hoc the due tham my. tiem chung cho tre 
cm. nbi khdng \ ai ma tuy. lam tir thien. bao ve moi tnrimg... deu la nhurng \ i du 
minh hoa cho hanh \ i nguoi tieu dung. 

2. Ilanh vi nguoi tieu dung co pham vi long lion vice mua hang don thuan 

Cach thirc ngirai tieu dung mua hang la cue ki quan trong dm \ai nguoi lam thi 
truang. Iuy nhien. nghien cuu vice sir dung va loai ho hang hoa cua ngirai tieu 
dung dong vai tro khong kern phan quan trong doi vai cac quyet djnh Marketing. 

2.1. Tint nliftn: Id lien Irinli nguoi tieu diing thu nltait mol It dug It da 

Mua hang chi la mot each the hien cua hanh vi thu nhan. DiOu na> se dirge de¬ 
cap chi tiet han a phan sau chirmig nay. thu nhan gom nhieu each kliac nhau de co 
dirge nhung sail pham \a dich \u ntong muon nhu mua. mirmi. trao doi. time, nhan 
qua lioac tham chi Horn cap. 


6 




Hu nil >7 ngiriri lieu dung. 


2.2. Sir dung: la tie a trinh nguiri tieu dint” sit dun” mot It dug It da 

Sau khi nguoi tieu dung tint nhan mot san pham hoac djeh vu. ho sc sir dung 
no thco nhicu each khac nhau. Sir clung dupe danh gia la yeu to then chot cua hanh 
vi ngircri lieu dung vi 2 nguyen nhan sau day. Tnrirc hit. sir dung the hien nhfrng 
bieu tupng quan trong doi viVi nguoi tieu dung. Am nhac. do trang sire. 6 to cung co 
the cho biet ngircri sir dung la ai va ho cam thay nhir the nao. Tim Inti, hanh vi sir 
dung ciing co the lac dong den nhung hanh vi khac. Vi du ngiroi tieu dung khong 
hai long co the truyen dat nhfrng kinli nghiem xau den ngiroi kluk. khieu nai den 
cong ty va cac co quan co trach nhiem, gay anh hirong tieu cue cac ket qua kinli 
doanh cua cong ty. 

2.3. Loqi bo: Id tieu trinli mot nguoi tieu ditng vtil bd mot hang It da 

Cuoi cung. hanh vi ngircri lieu dimg xem xet xiec loai bo nghicn ciru each 
thuc ma nguoi tieu dung vurt bo mot hang hoa da co triroc day. Hanh \ i loai bo co 
the co nhfrng urng dung cure ki quan trong doi voi ngiroi lam thj trirong. Vi du. 
iihurng nguoi tieu dung quan tarn den nioi truong se tra them lien cho nhfrng san 
pham co kha nang tir huy, hoac nhfrng san pham dupe lam tir nhfrng vat lieu co the 
tai che hoac khong lam 6 nhiem moi truong. 

3. Ilanh vi nguoi tieu dung la nipt tien trinh nang dong 

Thco djnh iiglua. hanh \ i ngircri tieu dung la mot chuoi hanh \ i ilw nhan. sir 
dung vu loai ho. day la mot lien trinh nang dong thco thcri gian! C luioi hanh \i na\ 
co the xav ra trong khoang thcri gian tmh bang gio. ngay. man. tliang ha\ iham chi 
la nam. De minh hoa cho tiC’ii trinh nav. chiing ta cho \ i du ve mot gia dinli da niua 
va dang sir dung mot chiec xe 6 to moi. Vice sir dung se cung cap cho gia dinli do 
nhfrng thong tin - chiec xe do co tot. dang tin cay khong. co gay an tircrng dc>i u'ri 
nguoi khac hay khong va co anh lurong xau dcMi moi truerng khong anh huemg 
den vice khi nao. co hay khong. bang each nao do va tai sao gia dinh do se loai bo 
chiec xe thong qua ban. trao doi hoac loai bo. Boi ho luon luon can phuong tien di 
lai, nen vice loai bo chiec xe nay co the tac dong df*n vice khi nao. co ha\ khong. 
bang each nao \a tai sao nhfrng thanh vien trong gia dinh muon mua mot chiec xe 
khac trong tircrng lai. 

Cac thi truong tong the xung quanh ket noi mot quyel dinh loai bo cua ngircri 
tieu dung nay voi mot quyel dinh mua cua nguoi tieu dung khac. Vi du. nhfrng 
ngircri tieu dung mua xe cu dong nghla voi viec mua lai nhfrng chiec xe bi loai bo 
boi ngircri khac. Cac don vj kinli doanh nhu cac cua hang do co. ban dau gia true 
tmen. ban xe 6 to. xe max cu, quan ao cu la nhfrng m du xe cac doanh nghiep ket 
noi hanh \i loai bo cua ngucri na\ xc'ri hanh \ i mua cua nguoi khac. 
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llunli vi nguoi lieu dung . 


4. Ilanh vi nguoi tieu dung co the lien quan den nhieu nguoi 

Hanh vi nguoi tieu dung khong nhat thict phan anh hoat dong cua mot ca 
nhan. Mot nhom ban be. dong nghiep. hodc toan bo gia dinh co the len ke hoach 
cho mot buoi tiec sinh nhat. quyet dinh noi an toi hoac chon diem den du lich. Hon 
nua. cac ca nhan tham gia co the dong mot hay nhieu vai tro khac nhau. Vi du trong 
truimu hop mua xe oto o tren. mot hoac nhieu thanh vien trong gia dinh co the 
dong vai tro la nguoi thu thap thong tin ve cac mau xe. Nhung nguoi khac la ngudi 
gay anh huong va co gang tac dong den ket qua cua quyet dinh mua. Mot hoac vai 
thanh vien khac co the dam nhan mua hang thong qua tra tien. va mot so hay tat ca 
moi nguoi su dung chiec xe nay. Cuoi cung. mot vai thanh vien trong gia dinh se 
co trach nhiem loai bo chiec xe. 


Tung the cac 

quyet dinh vl ,iiu d “"8 hin 8 hoa 


boidonvjra lhcothMgian 
quyet djnh 



\ t 


Cac cliien liroc va chicn thuat Marketing 

- Phan doan thj trirang \a lira chon thj 
triromg muc tieu 

• Dinh vj san pham/thiromg hieu 

- Marketing - mix 


111 nil 1.1: Han It vi ngtriri ticu dim ” Id <>i? 




















I limit vi ngirtfi lieu dung. 


5. Hanh vi nguoi lieu dung lien quan den nhiiu quyet dinli 

Hanh vi ngiroi ticu dung lien quan den vice quyet djnh thu nhan/sir dung/loai 
bo hay khong. vi sao, khi nao, a dau, bang each nao. ton bao nhieu, thirdmg xuyen 
hay khong va mat bao nhieu thai gian? 

5.1. Tliu nlian/sTrdung/loai ho mot hung hoa hay khong? 

Ngircri lieu dung phai quyet djnh co nen thu nhan. su dung hay loai bo mot hang 
hoa hay khong. Chi ticu hay tiet kiem nhieu horn? NCmi lieu dung loai hang hba nao 
va bao nhieu? Nhirng moi quan ngai ve rui ro kinh te, xa hoi va tarn l\ hay an loan 
sue khoe cung co the la nhirng dong co quyet dinh cua ngircri ticu dung. 

5.2. Thu niton, sir dung va loai bo edigi? 

Voi ngan saeh co han. chung ta phai ra quyet dinh chon mua hang hoa mot 
each hop ly. Trong nhieu truong hop, chung ta phai lira chon giira nhieu loai san 
pham va djeh vu khac nhau. hoac giua cac thuemg hieu (vi du nhu quyet dinh mua 
xe Toyota hay Ford). Nhirng lira chon cua chung ta tang len hang ngay. khi co cac 
san pham moi, kich co moi va bao goi moi. 

5.5. Vi sao thu nlian , sir dung vd loai bo mot bang lida? 

Nguyen nhan quan trong nhat giai thich vice mua mot hang hoa la kha nang dap 
irng cua hang hoa nay doi voi nhu cau, muc dich va gia trj cua ngiroi tieu dung. Vi 
du, mot so ngiroi ire tuoi thich kieu quan ao hip-hop de the hien ban than. Mol so 
khac lai hanh dong de hoa hop \ 6i nhom gia nhap. Mot so ngiroi tieu dung mua va 
su dung san pham boi mong muon tim kiem sir trai nghiem khac la. 0 Cu Chi. du 
khach co cam giac nhir dang o trong chien tranh khi duoc chiem nguong he thong 
ham dja dao va nhung dau tich lich sir day an tuoaig. Doi khi nhirng ly do sir dung 
san pham hay djeh vu niau thuan nhau. Thanh thieu nien co the hut thuoc ngay ca 
khi biel ro la thuoc la rat co hai. boi lira tuoi nay thuong muon eo duoc su thura 
nhan tir cac lhanh vien khac trong nhom thong qua hanh dong hut thuoc. Nhirng 
mail tluian nay kliien vice ra quyet dinh lieu dung tro nC‘n kho khan. 

Mot so ngiroi tieu dung khong the ngung mua. sir dung hay loai bo san pham. 
Con ngiroi co the nghicn nhirng hang hoa nhu thuoc la. ma tuy. hay nhirng thirc 
uong co con. eo bac hoac mua sam. Hon nira. du mong muon cua ngiroi tieu dung 
co the khong duoc dap ung nhirng ho cung khong the ngung mua hay sir dung san 
pham. 0 Viet Nam hien nay. nhieu ngiroi tieu dung rat that vong ve nhirng can hq 
chung cu mua tra gop chat lirqng kern hon so voi mong doi. ho bat buqc phai mua 
chung sau khi hoan tat ma khong eo each nao khac. 

5.4. 17 sao kltdng thu nhan , su dung hay loai bo hang lida? 

Ngiroi lam thi trirong muon biet tai sao ngiroi tieu dung khong thu nhan. sir 
dung hay loai bo mot hang hoa. Vi du. ngiroi lieu dung co the hoan vice mua mot 


9 



I limit vi ii»iriri tieu dim 


diu dia DVD hay mot may linh khong phai vi ho khong du tien do mua ma do ho 
nghi ring cdng nghe thay doi qua nhanh khien hang hoa do sc nhanli chong loi tlidi. 

J.5. Lam each nao tie lint nlujn, sir (lung va loai bd mol liung hoa? 

a ('aeh lime thu nhan mm hang hoa 

. Slim Man la hinh thirc pho bien cua hanh vi tint nhan san phiim. 

. Two Si: Nguoi lieu dung co the nhan mot san phiim hoae djcli \u nhu la 
mot phan cua trao doi. Vi du, doi do dien gia dung cu lay do nun \a bit them ticn. 

. Time hoae eho lhue : llinh thirc thu nhan nay tro nen pho bien liien nay o Viet 
Nam doi voi nhung hiuig hoa nhu nha b. 6 to. do dung dam ardi. dia CD. DVD. 

• Doi hang lay hang: Cac doanh nghicp doi hang lay khong gian quang cao. 
nguoi lieu dung doi hang cu lii\ hang moi... 

• Qua long: Nhung nguoi tieu dung ciing co the thu nhan san pham tir vice 
tang qua. Qua tang rat thong dung tren the gidi. va hau het cac xa hoi deu co nhieu 
djp tang qua khac nhau. 0 Viet Nam. qua tang da ngay cang trd nen pho bien va tro 
thanh mot nganh kinh doanh hap dan. nhat la vao cac djp: ngay Nha giao Viet 
Nam. ngay I’lui nu Viet Nam 20/10. ngay lc tinh ycu 14/2, ngay Quoc te Phu nu 
8/3. Moi xa hoi cung co nhung nguyen tac trang trong hoiic than mat rieng ve each 
thirc tang qua. nhirng mon qua nao lii thich hirp. va nhirng phan irng thich herp khi 
nhan qua. 

• Midi throe: Trong mitt so trudng hirp. nguoi tieu diing don gian nhat dupe 
nhung hang hoa ma ai do da danh roi. de quen hoac virt di. 

• Train cap: Hang hoa cung co the dupe thu nhan qua trom cap. Nguoi lam 
th| trudng da phat trien nhirng san phiim de ngan chan hinh thirc thu nhan hang hoa 
kieu nay. Vi du. nhung thiel bj chong trom va lie thong bao dong \c d to. nha o \ a 
o sieu thj nliam chong lai tinh trang an cap. 

. Muon: Mot thu nhan san pliam khac la di muon. Mac dau ve can ban chung 
la nghi rang v ice cho mupn lii sir san long \a la su trao doi co \ thirc giira cue ben. 
mot so kieu "rnupn" la bat hirp phap va gan voi an trom. Pho bien nhat la \ i pham 
ban quyen doi \di sach. am nhac. phim anh qua viec di mupn. 

h (’aeh link sir tlwn; mol hang Ijpa 

lien catih \ ice hieu each thirc thu nhan hang hoa cua nguoi tieu dung, nguoi 
lam thj trudng cung quan tarn den each thirc su diing hang hoa cua ho Duong 
nhien. nguoi lam thj truong luon muon hang hoa cua ho dupe sir dung mol each 
dung dan. boi neu khong tin hau qua se rat tai hai. lhani chi anh liuinig din sue 
klioc \a tinh mang cua nguoi tieu diing (ihudc men. do dien gia dun. \:unie 
san pliam co tinh nguy liiem liem tang can dupe dan nhan canli bao: iu;. nhien 
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nhieu nguai tieu dung lai khong may de y den huang dan su dung. Vi vay. do 
nhfmg canh bao do Ira non huu hieu, nguai lam thi trucmg phai hieu duac each 
thuc ngirai ticu dung xu ly thong tin tren nhan. 

Nlnr vay, co the thay rang nhung quyet dinh cua ngirai ticu dung ve each thuc sir 
dung hang hoa co the anh hircmg den sir thoa man cua chinh ho. Cac cong tv phai 
truyen thong de hircmg dan each su dung phu hap hoac mcri doi veVi sail pham. 

c. ('deli Ilure locii bo mol hang hoa 

Cuoi cung. nguai lieu dung co the quyet dinh each thuc loai bo mot hang 
hoa. I)e tlurc hien quyet djnh nay, thong thuemg ho co mot so lira chon sau: 

• Tim ra each sir clung mcri cho hung hoa: Vice sir dung mot ban chai danh 
rang cii de danh gi set mot so vat dung, hay cat ngan hai ong quan jean cu thanh 
quan sooc la mot so each su dung cac san pham cu. 

• Tam thcri virt hang hoa cli: Cho thuc hay cho cho muon mot mon dci la mot 
each loai bo lam thai. 

• Viet bo hem hang hoa: Virt bo hang hoa la each pho bien nhat de loai bo han 
hang hoa. nhirng ngoai ra cung co the lira chon trao dcii. tang hoac ban. 

5.6. Klii ik'io tli ii nhan , sir dung vii loai bo mot liiing hoa? 

Vao mua lanh, nguai lieu dung thuemg xcm tiv i tai nha, giam vice lieu dung 
nueVe giai khat hay di du Ijch: hoac vao cac ngay nghi cuoi tuan. nguai ta ticu dung 
nhieu han cac mon an tirai cung nhu di nha hang. Ro rang thai diCan co anh hircmg 
manh me den xu hirang ticu dung. 

Nhu cau da dang co the tac dong den vice khi nao chiing ta mua sam. su dung 
hay loai bo mot hang hoa. Nhung giai doan chuyen doi vai tro nhu thi tot nghiep 
Dai hoc. cuoi hoi. sinh ncr. v e huu cung anh huang den v ice khi nao nguai ta mua 
sam. su dung hay loai bo hang hoa. Vi du. nhirng san pham nhu nhan cueVi. ao euai 
va banh euai chi dirge mua vao djp euai hoi. 

Han nua, thai diem ticu dung co the bi anh huang bai truyen thong gia dinh. 
van hoa hay dia phuang nai nguai tieu dung sinh song. Chang han ngay le. Tel a 
Viet Nam la nhirng djp de gia tang so luong tieu dung, dac biet la cac loai hang hoa 
phuc v u cho cac phong tuc tap quan trong ngay l et. 

Nhirng quyet dinh sir dung hang hoa cung co the bi anh huang bai vice nhan 
biet thcri diem sir dung cua ngirai khac. Chang han. nguai ta tranh thu di cat toe. 
lam dep. rut lien the AIM hay may sam vao nhirng then diem vang khaeh trong 
ngay. trong tuan. Hem nua. nguai tieu dung thuemg cha mua hang khi co khuven 
mai - hoac xep hang de trer thanh nguai dau lien mua nhirng hang hoa duac nhieu 
nguai mong dcri nhu truyen Harry Porter, cung nhu muon tro thanh nguai dau lien 
sa huu nhirng man hang doe dao. mcri la (iPhone 3G cua Apple). 
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5. 7. TIiii nlidn, sir dun*.* va loai bd him** hda o' dim? 

Ngai na\ nguoi ticu dung cd nhicu lira chon him trirdc dai ve dia diem mua. 
sir dung va loai ho hang hda. Ngoai cac cira hieu hay dai ly truyen thong, lien bo 
trong cdng nghe thong tin hicn nay cho phcp chung ta mua hang hoa \ a dich vu 
thong qua thir dicn tir. dicn thoai. tivi. internet. 

I)6i khi nguoi ticu dung chon mua nhumg san pham da qua Mr dung Nhicu 
ngiroi ticu dung cho rang hang hoa da qua sir dung la nhirng mon qua tuiet uri. 

Ben canh nhurng quyet djnh mua sam. ngiroi ticu dung cung co nhirng quiet 
dinh vc noi ho mong muon ticu dung san pham. Vi du. ngiroi lieu dimg sir dung 
max tilth xach tax va dicn thoai di dong co the trux cap trang web Iren dumig di. 
thirc hicn cae giao dich ngan hang. \a nam bat nhirng thong tin moi 

Cudi cung. ngiroi ticu dung quyet dinh noi loai bo hang hoa. Ho can nltae 
xcm nen vut bo mot nton do cu hay cho di. hoac giir lai lam k> niem. Nhirng ngiroi 
lam thj trudng va nha ban le dang co gang tac dong den quyet dinh cua nguoi lieu 
dung vc noi mua sam va loai bo san pham. 

5.S. Thu nltan , sir dun** vu loai bo bao nhicu him** hda , thiri/n** xtiycn hay 
hit on** vii kco ddi bao Idu? 

Nguoi ticu dung phai quyet dinh la can bao nhicu hang hoa \ a dich vu. 
tlurong \u\en ha\ khdng. lieu ton bao nhicu thoi gian de mua. sir dung \a loai bo 
no. C ae quiet dinh co the khac nhau giua moi ngiroi \a giua cae nen ian hoa khac 
nhau. Vi du. hang nam nguoi lieu dung o An \)o udng ti ung built chi 5 clui nude 
giai kltal u> , trong khi do nguoi ticu dung o 1 rung Qude udng 17 cltai \a nguoi ticu 
dung o My udng den 280 chai. 

Doanh so cua mot san pham co the gia tang khi mot nguoi ticu dung f h sir 
thing mdl hum** sun pham lim turn. (2i sir dun** sun phum llnrdny xmin lion hodc 
(Si sir dung sun pham Irony mdl khouny ihiri yiun ddi 

lorn lai. hanh \i nguoi lieu dung phan anh id so cac nhan to duoe the hicn 
trong hinh 1.1. Qua day. chung ta thai rang hanh \i nguoi ticu dung lien quan den 
nhicu lan de hon ngoai mua san pham. 

II. Ml CSC MIAN TO AMI 1IIONC l)KN IIAMIVI NCI Ol TIKI |)( NC 

DiC-u gi anh lurong den nguoi ticu dung khi ho ra qu>«5t dinh mua. su dung 
ha> loai bo hang hda? Nhicu nhan id da duoe phan loai thanh vao 4 Imh \uc Ion. 
chung duoe chi ra o hinh I. I. tao nen nen lung in dure etui gitin Irinh na\ 

Don thanh phan cua hanh \ i nguoi lieu dung bao gom: Hi (in nhan in lam l\ 
ehi I hi iliin irinli hen irtnigi id lien irinh ra i/md Jink i.h ( ae nhan In hen nguai 
lean hoa nguoi tieu thingi ra i-h Kei t/ua hann vi ngiroi lieu thing Mae du 4 liunh 
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phan nay dirge trinh bay trong nhung phan rieng biet cua giao trinh. nhung chung 
dcu dirge lien ket vdi nhau. Vi du, khi ra quyet dinh nham tac dong den nhung ket 
qua hanh vi nhu mua san pham mdi hay su dung san pham vi ly do bieu tugng. 
trude hot ngiroi lieu dung phai lham gia vao ticn trinh dien biC*n eae nhan 16 lam ly 
col loi. I lo can phai dugc link Jay. cd klui nan# \a ed co hoi de duge tiep xuc. chit 
y vci hieu (hieu) thong tin. ghi nhu va thiet lap lhai Jo ddi vdi no. 


Mdi trudng ben ngoai (nhdni xa hoi ma ca nhan la lhanh vicn) eung anil luamg 
den nhung gi thuc Jay nguiri lieu dung, each ihuc ho xu ly thong tin \ a eae loai qu\el 
dinh cua ho. Tudi tek, yioi link yiai cap xa hoi. Jan toe. gia Jink ban he va nhieu 
nhan lo khac anh huong den gia tri va loi song cua ngirrri ticu dung, den hart eae nhan 
to nay anh huong dC‘n quyet dinh cua ngiroi lieu dung va each thue hay ly do cua qu\el 
dinh. ('hung la has xem xel rieng biet lung lhanh phan \a minh hoa moi tiamg quan 
giua eae lhanh phan thong qua mot \ i du ve quyet djnh di du Ijch. 

1. Nhan to tarn ly cot loi: Ticn trinh dicn bicn tarn ly noi tai cua nguoi 
ticu dung 


Truoc khi ngiroi ticu dung ra quyet dinh, ho phai co mot so nguon kien thue 
hay thong tin lam co so cho quyet dinh cua ho. Nguon nav la cac nhan to lam ly cot 
loi, bao gom Jong co , kha ncing va co hoi ; nhan link va ghi nho thong tin: tao lap 
va thay doi lhai Jo. 


1.1. Dong co, klui mini’ w co lu)i (MAO) 

C'hung ta cung xem xel iruong hirp mot ngiroi lieu dung la l.an. eo a\ dang 
quyet djnh chon mot noi nghi bien. Trong tarn tri l.an, mot quyet dinh cho ky nght 
la rat mao hiem - ky nghi cua cd lieu ton rat nhieu lien va thdi gian. \a ed khdng 
muon cd mot quyet djnh toi. Doi dien vdi rui ro nhan thue nay, l.an rat ed Jong at 
tim hieu eang nhieu cang tot ve nhung noi nghi mat khae nhau. sun nghi va tuong 
tirimg ve cluing. Cd dat nhung eong vice khac sang mot ben de tir mang lai co hoi 
tim hieu \ a sun nghi ve ky nghi nay. Boi Lan ed du lien, cung nhu biet hoi Ian. ed 
ay cd kha ndng chon mot noi nghi bien that thu vj. 

1.2. Nlujin thuc(Tiepxitc, duty vd hieu) 

Vi Lan bi thdi thuc manh me khi quyet djnh di nghi o dan. cung nhu ed a> ed 
kha nang va eo hoi lam dieu do. nen chae chan ed se tiep xuc (tim kiem thong tin). 
chit y va hieu bat ky thong tin nao phii hgp n cri quyet djnh cua minh. C'd ehii > den 
cac quting cao. doc bao Na tap chi du Ijch. thao luan vdi ban be hoae di tu Nan tai 
cac eong tv du Ijch. Mae du vay. sir chu y cua Lan ed tinh chon loe. C d se khdng 
ehii y den moi thong tin ve eae k> nghi: boi ed nhung thong tin ma ed khdng bao 
gidquan tarn de*n. 


Perception 
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Lan co gang hieu nhung thong tin tir moi truong. Vi du. co av co the sc doc 
dirge tren quang cao mot ky nghi tuan trang mat a Da Lat. Boi vi khong can loai kv 
nghi nay, co ay se khong quan tarn den no. Tir mot so thong tin ve cac diem du lich 
bien noi tieng trong nirac. co suy luan rang Da Nang la mot nai nghi bien tin) vj. an 
loan vu gid ca hap ly. 



With 1*2: Mo hi nil liunh vi nguvi lieu dimg - 
Cue nh(in id hen ngodi vu ca nluin. 

1.3. Ghi nhd vd nhd lai 

Thong tin ve cac noi nghi mat se dugc Lan ghi nhd, va nhd lai dc lam ca so 
thiet lap thai do. Can liru y la thai do co truoc cung co the dirge nluV lai Je gop phan 
thiet lap thai do hien tai cua Lan doi voi noi nghi bien. 
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1.4, Thiel lap vd (hay doi thdi do 


Lan thict lap thdi do ve cac nai nghi bien \(Vi nguon thong tin co trong tri 
nha. Co ay dirong nlnr co thai do thien cam doi voi Da Nang, vi tap quang cao mo 
ta do la m()t nai nghi bien rat thu vi, an toan va gia ca phai chang. Tuy nhicn. thai 
do cua co ay co the se thay doi nhieu khi tiep xuc voi nhirng thong tin moi. I hai do 
se dan dat den hanh dong chon mua chuyen du Ijch ciia Lan. 

2. Tien trinh ra quyet djnh 

Tien trinh dien bien cua cac nhan to tarn ly cot loi gan ket chat che voi lien 
trinh ra quyet djnh. Bon giai doan mo ta tien trinh ra quyet djnh cua nguiri lieu 
dung la: Nhan hiet van de. tim kiem thong tin, ddnh gia plnnrng an, ra ijuyel dinh 
va ddnh gid sail khi ra quyet djnh 

2. /. Nltan hiet van de va lint kiem lliong tin 


Nhan biet van de xuat hien khi ngiroi tieu dung biet rang nhu cau chira dirge 
dap irng. Chang ban, Lan nhan thay minh can mot ky nghi. Viec tim kiem thong tin 
sau do da dem lai sir am hieu ve noi nghi, gia ca va thai diem khai hanh. Lan cung 
xem xet tinh hinh tai chinh cua minh. Nhan to tarn ly cot loi dirge vien dan trong 
nhan biet van de va tim kiem thong tin, boi khi Lan nhan thay minh can mot ky 
nghi va bat dau tim kiem thong tin, co ay se co y tiep xuc, chit y, hieu, ghi nlur vd 
tqo lap thdi dp doi voi cac thong tin lien quan. 

2.2. Ddnh gid phuv'ng dm vd ra quyet dinh 


Quyet dinh cua Lan la dien hinh cua mot quyet dinh no lire cao. nghia la co 
ay san sang danh nhieu thai gian, cung nhir nang lirgng tinh than va cam xuc de 
thirc hien no. Co dira ra mot so tieu chuan quan trong cho viec lira chon. Co muon 
nai nghi thu vi va thir gian. Dong thai, khung muon phai chi tra nhieu tien. Cuoi 
cung. co ay muon rang dia diem minh chon phai an loan. Trong so cac diem du Ijch 
bien trong nirac. Da Nang la phirang an duge Lan ddnh gid cao nhat theo cac tieu 
ehuan cua co. Va co ay da quyet dinh chon Da Nang de di du Ijch. 


Khong phai moi quyet dinh deu doi hoi no luc cao. Lan cung ra cac quyet 
djnh no lire thap him nhu chgn thuong hieu dau goi. sura tarn, kern danh rang mang 
theo chuven di. 

Voi quyet dinh no lire cao, Lan dugc thuc day tiep xuc. phan tich chi tiet 
thong tin va thict lap thai do mot each ben virng. Co ghi nher lau ve nhirng thong tin 
thu thap dugc nha tu du\ nhieu. Ngugc lai. khi ra qu\et dinh no lire thap. \i nhu 
chon mua thuong hieu dau goi dau ha> kern danh rang, co tim kiem \a \ir l\ thong 
tin han che him. thict lap tri nha va thai do it ben \ ung him. 


2.3. Thuc liien cac ddnh gid sail quyet dinh 

Danh gia sau khi ra quyet dinh la buoc cuoi cung trong tien trinh ra quyet dinh. 
Biroc nav cho phep nguoi tieu dung danh gia tinh dung dan cua quyet dinh va xem xet 
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co nen mua lai san pham/djch vu hay khong. Khi Lan quay ve nha. co Ic co ay sc danh 
gia lai ket qua quyet djnh lira chon Da Nang cho ki nghi cua minh. Ncu k> nghi dien 
ra tot dep nhu mong dpi, Lan sc cam thay hai long voi Da Nang ( on ncu k> nghi 
vupt qua mong dpi. co ay sc rat vui suung. Ngupc lai. ncu k> nghi that bai. Lan sc 
khong hai long voi diem dC»n nay. Mot lan nine nhung nhan to tain l\ col loi da dupe 
tinh dC*n irong vice danh gia quyct djnh. Lan co the tu tint kiern nhirng thong tin nhani 
hieu lire hoa nhirng trai nghiem cua minh, co ay co the cap nhat thai do va ghi nha mol 
each chon loc nhung khia canh tot dcp hay te hai cua nai nghi. 

3. Nhan to ben ngoai (van hoa ngiroi tieu dung) va ca nhan (turn ly hinh (4) : 
gia trj, tinh each va loi song) 

Vi sao Lan lai quyct djnh di nghi tai Da Nang? Phan Ion nhirng quyel djnh 
tieu dung cua chung ta dcu bi lac dong bai moi trirang van hoa hay cac nhan lo ben 
ngoai. Van lida noi Jen nhirng Irimh vi, chiuin mire va y lirang Jien hinh hay Jim 
mong Jqi Jqc Irimg cho mot nhom ngiroi. No co the anh hirang manh me den moi 
mat cua hanh vi con ngiroi. Lan da co nhung tinh cam, nhan thuc va thai dp nao do 
do anh huong cua nhom ma co la thanh vicn. Van hoa co the tac dong manh den 
cac quyet djnh ca nhan, cung nhu each there chung ta xir ly va truyen dat thong tin. 

3.1. Willing (in It In tong cua van lioa vimg , (lan toe va ton gido 

Voi nr each la mot thanh vicn cua nhicu nhom. nhfrng dac diC*m cua nhom co 
the anh Inrong true tiep ha\ gian licp dC‘n qu\cl djnh cua Lan. Vi du. \icc co qu\cl 
djnh di nghi bien xa nha mot minh la tieu bicu cho hinh mau luoi tre hicn dai: 
nhirng kho tin dupe neu quyet djnh nay xay ra doi voi mot phu nu truxen thong, 
thi'ch a nha hoac di du lich cung voi nguai than. 

3.2. Anh huong cua giai cap xa lioi , tuoi tac, gioi tinh vd lip gia Jinli 

Giai cap xa hoi cua Lan. cung nhu tuoi tac. trinh do hoc van. hoan canh gia 
dinh cua co ay deu co the anh huong den nhung cam tuong cua co ve mot ky nghi 
tot. Vige co ay la mot thieu nu 25 tuoi, tot nghicp dai hoc, s6ng mot minh tai thanh 
pho Ho Chi Minh. anh huong den quyet djnh di nghi biC'n mot minh chu khong chi 
loanh quanh o nha vao ki nghi he. 

3.3. Anh Inrong ciia truyen tliong xii lioi 

Khi Lan quail sat tha\ nhung nhom ngudi giong minh. co a\ coi ho thupc 
nhom thorn khao' do la nhung nguoi ma co co kha nang chia sc cac gia tri \a 
danh gia dupe nhung y kicn cua lip. Co a\ xem do la nhung nguoi minh ncuanu 
mo, nga\ ca khi co chang bicl ti gi vc ho. do la nhung nguoi co muon bat chuoc 
hanh dong cua ho (ca si. ngoi sao dicn anh. doanh nhan noi tieng. 


' Psvchographics . 

Shorn tInim khao (reference groupl la mot nhom ngm'ri mil chung la Jem ra \n sjnh \ , ^n nh 
minh ve nhirng thong tin hen i/uan Jen hanh vi that Jo ha\ gia tri 
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Nhqin tham khao co kha nang gay anh huong thong qua vice truven dat thong 
tin. Vi the ho co the tac dong den cac nhan to tarn ly cot loi va ticn trinh ra quyet dinh 
bang vice chi phoi den ngiroi nta chung ta nhan thong tin va each cluing la danh gia 
thong tin. Nhom tham khao cung khien chung ta cam thav nC*n hanh dong theo each 
nao do. Nhir trong vi du nay. Lan lliich Da Nang do Inin he khuyen khich. 

3.4. Ault huong cua tarn ly hinlt (gui tri, tinh each, loi song) 

Tinh each cua Lan co the anh hirang den quyet dinh cua co ay. Vi la ngiroi 
huong ngoai va chap nhan mao hiem, co ay muon mot ky ngln that thu vj. phicu 
liru mao hiem va co co hoi gap go voi nhieu nguoi. 

4. Ket qua hanli vi nguoi tieu dung 


Theo hinh 1.2, cac nhan to ben ngoai va ca nhan, nhan to lain ly cot loi va 
tien trinh ra quyet djnh anh hirang den ket qua hanh vi nguoi lieu dung nhir tieu 
dung bieu tirong. pho bien cac y tirong, san pham lioac dich vu moi tren thj truong. 


4.1.1 limit vi ngnvi ticn diing the Itien cluing ta lit ai 

Nhung nhom tham khao ma ban la thanh vien va nhung cam giac cua ban ve 
ban than co the anh huong den nhung bieu tuong (6> , hay nhung dau hieu ben ngoai 
ma ban sir dung, co y thirc hay khong, deu the hien ban sac cua ban. 


Vi du, trong ky nghi cua Lan, co sir dung ao quan Ninno-Max de the hien 
hinh anh la mot co gai ire. nang dong. Co ay cung co the mang ve nha nhung do vat 
tirong trung cho ky nghi cua minh, chang han nhir bun thiep va 6c biC'n. 

4.2.1 lit n It vi ngiroi tieu (lung co the plto bien tren tlti truong 


Sau khi Lan quyet djnh noi nghi ciia minh, co ay co the ke voi nguoi khac ve 
chuyen di sap dc'n. Vi vay v iec chon diem den Da Nang se lam nhung nguoi khac chu 
y, va co the anh huong den quyet djnli cua ho. Tir do. y tirong di ngln o Da Nang co 
the duoc pho bien den nhung nguoi khac. Neu Lan phan doi vice deMi Da Nang (do 
khach den qua dong khong dam bao chat luomg djeh vu), co av co the truven thong de 
ngan can nguiri khac dC*n do. Vi vay. vice pho bien thong tin co the lao ra nhung lac- 
dong tieu are, cung nhu licit cue doi voi nhung nguoi lam thj truong. 


* A 


it 


"" Mums’ iluu hifti hen ngoai mu cluing la sir Jung theo each co \ time ha\ khong the hien hinh anh 
cua cluing la 


DAI HOC THAI NGUYEN 

TRUNG TAM HOC LIEU 
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tomtAtciiuong 1 


Thuat ngfr “llanh vi ngiroi tieu dung" lliuc te rong hem nhicu so \oi khai 
niem mua dem thuan cua ngiroi ticu dung. No hao gom vice hieu mot tap hop cac 
quyet djnh (nlnr cai gi. vi sao, liic mo. bang each nao, a ddu. hao nhicu mice do 
tlmdng xuyen nlnr the nao/) ma nguoi ticu dung lliire liicn thco thoi gian \c thu 
nlian. sir dung hay loai bo nlurng san phani. djeh \ u. cac y tirong ha\ nhung boat 
dong. Nhan to tarn K col loi co lac dong dang kc den lianh \i ngiroi ticu dung. 
Dong err, kha ndng vd co hoi cua ngiroi ticu dung anh hirong den nlumg quyet djnh 
cua ho va tac dong den nhirng gi ma mot ngiroi tieu dung nhan time . ghi nlnr. thict 
lap va thay doi thdi do. Moi khia canh cua nhan to tarn ly cot loi dcu anh hirimg 
den vice ra quyet dinh cua ngiroi ticu dung. Tien trinh ra quyet djnh bao gom 5 
biroc: (!) Mian hict van de. (2) Tim kim thong tin. (3) Ddnh gid; (4) Ra quyet 
dinh vd (5) Ddnh gid su hdi long vdi quyet djnh. 

llanh \i ciing bi anh hirong boi cac nhan to ben ngoai hay van him ngiroi lieu 
diing. Van hoa de cap den nhirng hanh \i. cluian mire va y tirong mang tinh Jicn 
liinh hay dirpe mong dpi cua mot nhom ngiroi cu the. Ngiroi lieu dung thuoc vc 
mot so nhom se chia se gia trj. niem tin va su dung nlurng bieu lircmg cua ho de 
giao tiep voi cac thanh vien khac trong nhom. llanh vi ngiroi tieu dung co the dae 
tnrng cho ban sac cd nhan (gia trj, tinh each. I6i song). Them vao do. hanh vi 
nguai tieu dung co the chi ra each thuc pho bien manh me haj nhanh chong mot 
san pham moi tren thi tririmg. 


* * 


* 


IS 



Iliinli vi n»mfi ticu iliing. 


CAU HOI ON TAP VA THAO LUAN 


1. Djnh nghla Hanh vi ngirai lieu dung. 

2. Ba loai hoat dong quan trong cua ngirai lieu dung ma ngirai lam thi 
truong va nha nghicn ciiu tim hieu trong hanh vi ngirai ticu dung la gi? 

3. Nhung nhan to tam ly cot loi nao tac dong den cac quyet djnh va hanh vi 
cua ngirai lieu dung? 

4. Nlurng nhan to bC‘n ngoai va ca nhan nao anh Inrang den cac quyet djnh 
va hanh vi cua ngirai ticu dung? 


* 


* * 


BAI TAP 


1. Tra loi nhung cau hoi sau ve mot loai san pham hay dich v\i ma ban quan tam: 

a. San phiim hay djeh vu nay duoc thu nhan bang each nao (co gang ngh? ra 
nhieu each)? Nhurng ung dung nao cho Marketing 6 day? 

b. Cach thuc lieu dung san pham hay dich vu? Cach thirc ngirai lam thi 
truong su dung thong tin nay khi phat tricn chien lucre Marketing? 

c. Cach thuc loai bo san pham hay djeh vu? Nhan to nay anh huimg den viec 
thu nhan tiep theo nhu the nao? 

2. Dua tren djnh nghTa ve hanh vi ngudi lieu dimg trinh bay trong phan dau 
chuomg. chi ra nhung hoat dong hanh vi ngircri ticu dung ma ban tham gia. 

3. Nghicn cuu each thuc xu ly qiuing cao cua ire cm co ich cho nhung nha 
chinh sach cong nhu the nao? Nlurng loai nganh cong nghiep nao bj anh lurong biri 
cac ket qua nghicn cuu nay? Giai thich cau tra loi. 

4. Xem xet khoang thoi gian xay ra vice mua. su dung, loai bo bang each tra 
loi cac cau hoi sau: 
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a. Nhung san pham. djch vu hay loai san pham nao duac mua dicn hinh trong 
ngay? I rong tuan hay thang? Cach thuc xac djnh thai gian tac dong den eae qnvct 
djnh Marketing ve cac hang hoa nav? 

b. Nhfrng san pham. djch vu hay loai san pham nao duac mf dune Jien hinh 
irong thang? Trong nam? Cach thurc xac dinh thai gian lac dong d«}n cac qu\ei djnh 
Marketing vc cac hang hoa nay? 

c. Nhfrng san pham. djch vu hay loai san pham nay duac loai bo dicn hinh 
irong ngay hay tuan? Trong nam? Cach ihuc xac djnh thai gian tac dong dC*n cac 
quyet djnh Marketing ve cac hang hoa nay? 

5. Tim mot quang cao ma muc tieu la tac dong den vice loai bo mot hang hoa 
va Ira lai cac cau hoi sau: 

a. Xcm hinh 1.1. chi ra cac quyet dinh cu the cua nguai tieu dung \ a cac deni 
vj ra quyet dinh bi anh hirang bai quang cao nay. 

b. Khia canh nao cua van hoa nguai tieu dung duac quan tarn trong quang 
cao nay? Theo ban nhfrng khia canh nay anh huong den phan ung cua nguai tieu 
dimg doi v ai quang cao nhu the nao? 


* 


★ 


* 
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CHUONG 2: 

PI I AT TRIEN VA SU* DIJNG THONG TIN VE 
IIANII VI NGU()1 TIEU DUNG 


Nghicn cCru ngirai tieu dung giiip nguai lam thj trirang kham pha cac thong 
tin vc hanh vi ngudi tieu dung dirge mo ta dr chuirng 1.1 lieu bict nlurng van do nay 
thuc chat la do phat trien cac chidn luge Marketing hiru hicu: plum Joan thi trirang 
vet lira chon thj trirang nine tieu. Jinh vi vc) hoctch Jinh Marketing mix. Ngirai lam 
thj trirang con sir dung nghicn ciru ngudi tieu dung do lham do Jong ar. kha ndng 
va co hoi xir ly thong tin cua ngirai tieu dung. Tai thdi diem khac. ho su dung 
nghicn curu dc bict dugc khach hang co nhein thirc duac nhumg tac nhan do ho dira 
ra hay kliong, nhir quang cao, chuang trinh tivi va trung bay sail pham. 

Ngoai ra, ngirai lam thj trirang sir dung nghien curu ngirai tieu dung do bict 
dirac hinh anh nhein tlnrc vc cong ty va nam dirge each hicu bict cua ngirai tidu 
dung doi vai truyen thong Marketing cua cong ty. Ngirai lam thj trirang dau tir 
nhicu thai gian do xac dinh fhdi Jo cua nguai tieu dung doi vai mot sun pham eu 
the. ngirai lieu dung thich va nho nlur the nao ve ten thircmg hicu cua cong ty. ciing 
nhu ve nlumg dac diem san pham trong quang cao. Mot sir dung thong dung khac 
cua nghicn ciru la danh gia phirong phdp va Jia Jiem nghien ciru thong tin san 
pham va each thirc nguai tieu dung ra quyei Jinh. Cuoi ciing. nguai lam thi iruong 
thuc hien nghien ciru de bict duac nguai tieu dung co cam lhay lidi long sau khi ho 
mua va sir dung hang hoa hay khong. 

Phan hai mi) ta aic cong at md ngiroi lam thi trirdng sir Jung Je Jut (hap 
thong tin ve ngiroi lieu Jung. Tiep llieo la long quail chung ve nhfrng chit the trong 
nganh cong nghicp nghicn ciru Marketing, sau do thao luan ve cac muc Jich chinh 
cua nghien ciru ngirai tieu dung (irng Jung, bao ve vet kien thirc chung). Chuang 
nav con nhan manh den irng dung, chi ra each thirc nghien ciru giiip nguai linn thj 
trirang phan doan thj trirang. lira chon thj truang muc tieu. pliat trien chien luge 
dinh vi va Marketing mix. 

I. PIIUOTSG PIIAPNGHIEN CUtJ IIANII VI NCI 01 TIEU DUNG 

Cac cong eu nghien ciru thj truang can eu Iron lai noi \a hoac hanh dong cua 
nguoi lieu dung. Moi cong eu cd the cung cap sir than hicu du> nlial nui khi dirge 
ket hop. chung the hien sir da dang va phirc tap ve the gidi hanh \ i nguai lieu dung. 

1. Difu tra 

Mot cong cu nghien ciru quen thuoc vdi tat ca chung ta la Jieu tra. mot cong 
cu bang van ban yen can ngiroi lieu Jitng tra loi mot nip hop aic can hoi nghien 
ciru June site Jinh tnrdc. 
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Mot so can tra Idi dang nia do nguoi tieu dung dicn vao nhung Joan de trong; 
nhi'rng cau khac co the sir dung thang do ti le co sin de nguoi tieu dung danh dau 
vao. Dieu tra co the llurc hien thong qua gap mat true tiep hoac qua thu. dicn thoai. 
(iiui nghien ciru su dung ngay cang nhieu nghien cuu tren mang de thu thap du lieu 
nhanh chdng vdi chi phi thap nhal. 

2. Nhom tap trung 1 ' 1 (Thao luan nhom trong diem) 

Shorn nip /rung la mat hinh ihirc lhao Ilian Irong mol nhom hao gam lit 6 ilin 
12 nguoi lieu Jung. Jiroc Jan Jut hoi mol nguoi Jiiu khiin. yen cuu nguoi ilium 
gia lhao luan vi mot van de Irong diem lien quail den y niim sun pham. sun phdm 
va nhi'rng nluin to Marketing khac. 

Khong giong nlur dieu tra - phuong phap co the thu thap dir lieu dau vao tir 
hang tram ca nhan tra Idi cho cirng 1 bang cau hoi. nhom nip lrung ket ndi cac 
nhom lai veri nhau (moi nhom tir 6 den 12 nguoi) de thao luan vc mot van de hay 
mot hang hoa. Diroc dan dat boi mot nguiri dieu khien chuyen nghiep, ca nhan 
trong nhom nip irung the hien y kien cua minh ve mot san pham hoac mot chu de 
cho truoc. Thudng thi nha nghien cuu kliong biet truoc ve nhan thirc. lhai do cua 
nhom. Thay vi vay. quan dic*m cua mot nhom duoc nhan biet thong qua lhao luirn. 
Shorn nip irung cung cap su thau hieu Jinh tilth ve thai dp nguiri lieu dung, dbi lap 
vdi dir lieu dinh luong tir dieu tra. Shorn nip irung dac biet hiru ich de kiem dinh y 
tuimg san pham moi. 

I lau hot cac nhom nip irung dupe thirc hien Hire tiep vdi cue ca nluin. tuy 
nhicn ddi vdi mot so nhom nguoi tieu dung nhu thieu nien. phuong phap phong 
vim qua dicn thoai co the thu thap dupe cac dir lieu hiru ich. dac biet khi chu de 
nhay cam hoac mang Unit ca nhan. Chang han. nhi'rng thieu nien lham gia nhom nip 
irung qua digit thoai tliira nhan rang thinh thoang cluing moi xem clurimg trinh giao 
due tren ti \i. nhirng lai thudng xuyen tham gia cac trd choi dicn tir bao luc. Mot so 
cong ty thich phong van nhom nip Irung hang may linli. Vdi plurong phap nay. 
nguiri tieu dimg den mot phong may tinh va dua ra nhung Idi binh luan mang tinh 
ca nhan dupe hien thj an danh tren man hinh (khdng tiep xuc true tiep vdi nguoi tra 
Idi). (iidng nlur phong van nliinn nip irung bang dien thoai. phinrng phap nay co 
the giiip cac nha nghien ciru tap hop dupe thong tin doi vdi cac chu de nhav cam. 
Ngoai ra. grin day bung no phong trao thuc hien nghien ciru nhom nip irung tren 
irung IIeh. Mac dir hinh thirc nay rat kinh te va tuong ddi de tlurc hien. song khdng 
the kiem sorit dupe qui mo cua nhom. do nguiri luin Web cd the tham era h.n roi 
bo eude thao luan bat cur khi nito. Dong thdi. cac nhu nghien ciru cung kho kilim khi 
kich thich sir tuong tac giua cac thanh vien tren mang (tao "dong lire nhdnf i. ma 
day lai lit van de trung lam cua phuong phap nhom nip irung truven thdne. 


hiK iis xruiifi 




3. Phong van 

Phong van thick hop hon nhom tup (rung khi chii tic It) nhuy cum. guy hoi roi 
houc xlie t long . 

Phong van thich herp hon phiromg phap dicu tra khi nha nghicn ciru muon 
kich boat nao dap vien. Vi du, mot nha nghicn ciru muon hicu y nghla tirgng trung 
cua mot thirang hicu nao do doi veri khach hang, co the dat ra cac cau hoi mo ve 
vice sir dung san pham, y nghla cua no, lich sir mua va sir dung va cac sir kicn lien 
quan den san pham nay. Trong mot so phong van. nha nghicn ciru hoi nguai lieu 
dung ve tien trinh ra quyet dinh mua hang cua ho. nam bat suy nghl cua ngiriri lieu 
dung khi ho mua sam tai cira hang. Vi du, mot cong ty co the biet dirge khach hang 
khong mua mot loai mi an lien do no dirge dat qua gan gian hang bot giat. 

Phong van truyen thong doi hoi phong van vien phai co gang thiet lap quan he 
veri nguai lieu dung. Plurong phap phong van ciing cho phep thay dirge nhimg hanh vi 
khong liri nlur sir cang thang, sot ruot. su thay doi anil mat. am dicu giong noi. do la 
dau hicu cho bict ngiroi tra liri co ciri nur veri cuoc lhao luan hay khong. hone cau hoi 
co nhay cam khong. Cac nha nghicn cini thirimg ghi am cac cuoc phong \an de xem 
xet cac kel qua non sir dung phan lich dinh tinh hay djnh lirong. Roi khi ho sir dung 
bang ghi hinh de ghi lai nhimg phan img khong liri. Cac nha nghicn ciru co ki nang c*io 
nghicn ciru lham do qua phong van de xac djnh cac hinh thai ha\ elm de. \’i \a\. 
phong van dirge xem la mot phircmg phap thu lhap du lieu dat tien. 

4. Ke chuycn 

La mot plurong phap nghicn am yen cun ngiroi tien thing ke clmyen ve 
nhirng trui nghiem sir thing houc loui bo sun phtim. 

Mot cong cu nidi va kha hap dan cho nghien ciru ngiriri tien dung do lii ke 
chuycn: khach hang ke lai nhirng trai nghiem ciia ho ve mot san pham nao do. 
chang han mot chuycn du lich phieu luu mao hiem. Mac du ke chuycn tlnrirng lien 
quan den nhirng cau chuycn co thirc cua n^uai tieu dung, nhirng doi khi ngiriri lam 
thj tririmg ycu cau khach hang ke hoac viet chuycn thco tinh huong gia dinh dirge 
mieu la trong mot birc tranh hoac mot kjch ban. Y tiromg a da\ la nhu cau. tinh cam 
va nhan thirc cua ngiriri tieu dung se dugc the hien thco each ho giai thich birc tranh 
hoac kich ban. Vi du. nha nghicn ciru co the cho xem birc tranh mot phu nu dung 
tren loi di mot cua hang veri mot bong bong tir duy Iren dau. \ a ycu cau khach hang 
\iet vao do nhunu dicu ho tirirng tirgng ve suy nghi cua ngiriri phu nu. Cach thirc 
nay co the cung cap thong tin gia trj ve nhirng suy nghi cua khach hang doi \ bi mot 
cira hicu. thirimg hicu, mot tinh huong mua hang cu the... 

5. Sir dung tranh ;inh 

Mot so nha nghien ciru sir dung ky thuut trong Jo ho thru ra hire trunk \v trui 
nghiem cua nguai lieu tiling Dicu nay giup ngiroi lieu tiling nlur lai nhimg trai 
nghiem cua ho va ke hit mot each houn ehmh hon. 



Hanh vi ngiriri ticu tliiii),>. 


Cac nha nghien ciru cung co the yeu cau khach hang ve hoac siru tarn nhung 
hire tranh. anil cua ho. hay nhirng bai bao cat ra lu tap chi. the hien suy ngh? \ a tinli 
cam cua ho ve de tai dang tliao luan (Vi du: dau goi Xmen co y nghia gi dbi vdi 
toi?). Hen canh do la bai thuc hanh khac yeu cau nguiri ticu dung sap xep cac birc 
tranh lai vdi nhau nham the hien loi song cua ho. Nha nghien ciru dal cau hoi lien 
quail den birc tranh va y nghia cua chung. yeu cau nguiri ticu dung \ iet mol bai 
luan nham tap hop lai cac hinli anh va suy nghi gqi mo tir birc tranh. Cac nha 
nghien ciru con sir dung cac birc tranh de biet duoc each thuc nguiri lieu dung nay 
nhan thuc ve vice ticu dung cua nhung nguoi khac. Mot cong ly xe hoi co the yeu 
cau khach hang phan loai nhung hire tranh thanli cac kieu nguoi su dung khac 
nhau. nhu nguiri di xe Mercedes, nguoi di xe Kia. v.v... 

6. Muir ky 

Y i'll ciiu khach hang glii illicit ki co the cung cap nhung hien hiet ipian trong 
ve hanh vi cua ho. hao gam hoot Jong mua hang va su Jung iruyen lining. 

Cluing han. nguiri lain tin truimg yeu cau thanli thieu nien glii nhat ky ve 
cuqc song luing ngay. Nhat ki the hien anh huong cua nhom tham kliao den quvet 
djnh lieu dimg cua lira nidi nay ve quail ao. am nhac. \ ideo. pliim anh. vv... Trudc 
khi dira ra mot san pharn khir miii nidi. Unilever yeu cau mot nhom phu nir ghi nhat 
ki ve vice sir dung cac loai san phani khu miii. cln ra ket qua va mire do Mr dung 
thudng xuyen. Nhan biet duoc phu nu quan tarn dOn tac dong lain am da eua san 
pham nay. Unilever da thiet ke san pham khu miii lam am va chain sdc da. 

7. I'liuc nghiein 

Nguiri ta cung co the thuc hien ciic ihu ngliiein Je xcic Jinh anh huong cua 
aic hoot Jong Marketing Jen hanh vi cua nguoi lieu dimg. Vi du. ho co the thiet ke 
mot tlur ngliiein de biet duoc thai do cua nguiri lieu dung doi vdi mot thuong hieu 
bj anh huong boi mot ten hieu. so vdi cac nhan td khac nhu la dae tinli san pham. 
bao bi. mau sac. logo, nhiet do trong phong hoac tarn trang eua nguiri ticu diing. 
Trong sudt cudc thir ngliiein. nha nghien ciru phan bo ngau nhien nguiri ticu dung 
tlieo cac nhbni khac nhau ve nhan td tac dong va quan sat hieu irng. Vi du. nguiri 
ticu dimg cd the duoc phan bd theo cac nhom. duoc cho xem cac ten thuong hieu 
khac nhau. C ac nha nghien ciru thu nhap du lieu vi thai do cua dap vien ddi \di cac 
thuirng hieu \ a so sanli thai do giua cac nhom. 

Mot khia e;inh quan trong eua nhirng thu ngliiein nlur \ay la cac nhom duoc 
thiet ke dong nhat \e tat ca cac yeu td ngoai trir xu ly, goi la hien \o Joe lap* 1 . 
Vi dii. trong thir nghiym kiem tra miii vj. chi co miii \\ ciiaYhirc an la khac moi yeu 
id khac deu dong nhat giua cac nhom - khach hang an cimg mol liiong nhu nliau. 


' Bien v<i ,l(k- lap June goi lii ' w tv ’ Inn ilurc ilie mo olio ngluen am him ilia\ J, n ir.mg m du 
t in lighten am 




Him It vi nguiri tieu tiling. 


trong cung mot phong vdi nhiet do giong nhau. vdi sir co mat cua cung mot nguoi 
dieu khicn thu nghicm. Sau khi khach hang ncm thu va danh gia san pham. nha 
nghien cuu so sanh cac cau tra loi cua cac nhom de bicl dupe niui vj nao dupe ua 
thich hom. 

8. Phan tich ket hop 

Phan tich ket hap la mot ki thuqt nghien am xdc dinh tarn cjuan trong ticang 
doi va su hap dan khac nhau cua cac thuoc tinh hang hoa. 

Trircrc tien, nhung nha nghien cuu nhan dien cac thuoc tinh cu the cua hang 
hoa nhir kich co bao bi, cac yeu to cu the cua san pham va cac mure gia. Ke tiep. ho 
xac dinh cac muc do kiem djnh cho moi thuoc tinh (bao bi co nho, trung binh hoac 
Ion). Sau do ho xem xet plian urng cua nguroi tieu dung doi voi mot chuoi cac khai 
niem san pham ket hop nhung thuoc tinh theo nhurng each khac nhau. Vi du, nha 
nghien ciru co the hoi ve klia nang mua cua ngiroi tieu dung doi voi mot goi 1dm bot 
giat Tide bo sung hircmg thorn gia 95.000 VND, so voi mot goi nho khong co 
huong thorn gia 80.000 VND. Bang viec phan tich cac cau tra loi voi su ket hop 
khac nhau, cac nha nghien cuu co the thay dupe muc do quan trong cua moi d5c 
tinh (huong thorn, gia) trong anh huong den quyet djnh mua. 

9. Quan sat 

Vao nhung thoi diem nhat dinh, nha nghien cuu cjuan sat nguai tieu dung de 
hiet duac tinh him hieu tiem tang cua cac quyet dinh ve san pham, co dong, gia ca 
va phdn phoi. Tai phong thu nghiem cua Gerber, cac nha khoa hoc quan sat phan 
img cua tre nho doi voi thuc an Gerber, va su dung thong tin thu dupe de cai thien 
san pham, chang han thay doi do mem cua mon thit bo ham. Gerber cung thuc hien 
nghien cuu cr cac nuoc khac, quan sat each cac ba me cho con an de kham pha sir 
khac nhau ve hanh vi va so thich cua tre con or cac nuoc do. Vi du, sau khi quan sat 
cha me cho con an o Nhat Ban, Gerber da dua ra mon ca xac-din kho dong lanh va 
thuc pham lam tu gao cho tre em 6 thj trudmg nay. 

Mot so cong ty thuc hien nghien cuu thuc tien xa hoi (9> , o do cac nha nghien 
cuu quan sat each thuc nguoi tieu dung ung xu trong the gidri thuc. Doi lap voi 
phong vein va nhom tap trung , nghien cuu thuc tien xa hoi khong lien quan den 
tuong tac giua nha nghien cuu va ngudri tieu dung, chi don gian la quan sat. 
Phiromg phap nay cho phep nguori lam thj truerng thaj dupe nhung gi nguoi tieu 
dung thuc sir lam. chu khong phai nhung gi ho ndi. Mot xu huong moi trong 
nghien cuu quan sat la ngucri lam thj trudmg co the su dung phan mem theo doi tren 
Web de biet dupe hoat dong cua khach hang tri}n Internet. 


IV> Ethnographies la mol ki thucit a do cac nha nghien cim quan sat each time nguoi tieu dung irng 
xu trong the gidi thuc sung quanli 
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10. Co so du lieu Marketing 

Gan day. nhung ngirai lam thi trirdmg da tap hop cac loai hinh nghien dm 
nguoi tieu dung khac nhau vao mot ca set dur lieu chung. Mol ar sa Jtc lien cluing 
cd the dual cue thong tin ve Joe them nhan kluiu hoc vu Idi song etui khuch hung 
nine lien, ket lurp vdi Jtc lieu ve cue haul Jong tnuu hung cuu ho vdi nhieu chung 
loai sun pluhn khuc nhuu theo that gum ihdi ijuen sir Jung pinning lien truyen 
thong, cue phieu thirrrng vu edng cu cd Jong khuc Sir dung cong cu tint kiem Jtc 
lieu, edng ty cd the tint thciy cue ntd hinh trong ar sir Ju lieu cung cup Jan nidi ve 
nhu can. sir thich vu hdnh vi am khuch hung. 

Cac sieu thj va cua hang ban le phat trien ca sa dir lieu ve khuch hang thong 
qua vice nam bat duac so luang nuia. cau true loai san pham. thdi diC*m mua. cac 
thirang hieu ua thich. mure do gia tang mua khi co khuyen mai... de tir do co cac 
chinh such hfru hieu ve quail tri chung loai san pham. trirng bay quay hang, truyen 
thong, gia. ban hang.... 

11. CIIC Tin: NGIHKN ci)\ 11 AN 11 VI NGtlOI TIEU DUNG 

Nhieu chu the sir dung nghien ciru hanh vi cua ngirai tieu dung uVi nhieu ly 
do khac nhau (Hinh 2.1). Cac cong ty san xuat hang hoa va djeh vu. cac dai ly 
quang cao. cac cong l\ nghien cuu Marketing lam nghien ciru de ra qu>ct dinh \e 
mot san pham hay djeh vu cu the. Cac to chirc Chinh phu \ a cac ar quan han lam 
nghien ciru de bao \ e ngirai tieu dung, hay dan gian la de hieu hanh \ i nguoi tieu 
dimg diC*n ra nhu the nao va tai sao. 

1. Bo phan nghien cuu Marketing noi bo 

l.oi ich cua vice thuc hien cac nghiCai cuu Marketing noi bo la thong tin thu 
thap chi dirac biet trong noi bo. ca hoi ro n cac thong tin nay ra ngoai la rat nho. 

1 u\ nhien. cac bo phan nghien ciru noi bo dirac xem nlur it khaeh quan han so \ai 
cac cong t\ nghien cuu ben ngoai. li do la ho cd Jong ar khi cung cap nhunu ket 
qua nghien cuu thuan lai. Vi du. nhan vien co dong ca de noi ring cac quyet dinh 
cua cong ty deu tot. dieu nay co the lam sai lech ban chit cua nghien cuu ha\ ket 
qua bao cao. Vi vay. mot so cong ty su dung cac cong ty nghien cuu Marketing ben 
ngoai de thu thap thong tin ve nguai tieu dung. 

2. Cac cong ty nghien cuu Marketing ben ngoai 

Cac cong t\ nghien cuu Marketing ben ngoai thirang thiet ke mot du an 
nghien cuu cu the. I Ip phat trien cac cong cu do luong phan tmg cua nuiroi tieu 
dung, thu thap thong tin tir nguoi tieu dung, phan tich du lieu va lap bao\ao cho 
khaeh hang. 

Co cac loai cong ty nghien cuu Marketing la nhung to chuc cung irng djeh \ u 
da\ du. thuc hien mot tap hap da dang cac djeh vu nghien ciru Marketing. Ben 
canh do co nhung cong ty chuven sau \ao mot so it nhung hoat dong cu the. 



Iluiih vi iiguvi lieu ilinig 



I Huh 2.1: Cac clui the ngliien ctht liiinh vi ngtctti lien tiling. 


3. Cue dai ly quang cao 

Mot so dai ly quang cao cd bo phan ngliien ciru npi ho de kiem djnli quang 
cao. do la mol phan trong djeh vu cung ting cho kliach hang. I lo cung cd the there 
liien kiem dinh quang cao trude. tliiet ke va hoan illicit quang cao. de bao dam 
quang cao dal dirge muc lieu nude khi dua Ion cac phuong lien truxen thong dai 
chung. l ion nua. cac dai ly quang cao thuc liien cac ngliicn dm then Jui cd the xae 
dinli phan tram ngudi tieu dung niuc lieu quan tarn den mot thuong hieu. phan tram 
nav thay ddi nlnr mot ham eua so luong. thoi gian va thdi diem quang cao. 
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4. Cac cong tv cung ling dir lieu chung 

Cac cone ty cung irng dur lieu chung la nhumg cong ty thu thap va ban thong 
tin, thudng ho ban cho cac cong ty cung irng hang ticu dung. Nielsen la mot cong 
ty cung ung dur lieu chung ve ngudi xem tivi. Xap xi 5.100 ho gia dinh dupe trang 
bj vdi mot cong cu dien tir goi la may theo doi xem tivi. May theo doi dupe uan vdi 
may xem truyen hinh, ghi lai nhiimg thong tin nhu ai dang xem kenh nao. chuong 
trinh gi, trong thdi gian bao lau,... Qua do, Nielsen cung cap thong tin cu the ve so 
luong ngudi xem mot kenh tivi, mot chuong trinh hoSc mpt doan quang cao cu the 
cung voi cac dac diem nhan khau hoc ciia ho. Ngudi lam quang cao mua du lieu 
cua Nielsen co the danh gia dupe nen dua quang cao vao chuong trinh nao. can cu 
tren su pliii hop giua dac diem nhan khau hoc cua ngudi xem vdi thj trudng muc 
tieu cua cong ty cung irng hang hoa. 

5. Cac nha ban le 

Cac chuoi ban le qui mo ldn thudng xuyen thuc hien nghien ciru ngudi tieu 
dung. Bang cac may quet dien tir theo doi doanh so ban cua mot thuong hieu hay 
mot loai san pham nao do, ho co the xac dinh dau la nhung thuong hieu'san pham 
ban chay nhat cung nhu kho ban nhat. Ho cung co the su dung cac du lieu de biet 
duoc moi quail he giua doanh so hang hoa va vj trt dat hang hoa trong cua hang, 
biet dupe phan irng cua ngudi tieu dung doi vdi cac phieu thuong. phicu giam gia 
va cac hinh thuc co dong kliac. Do ngudi ban thudng tuung tac true tii}p vdi kliach 
hang, cac nha ban le con sir dung nghien cuu de do ludng su hai long cua kliach 
hang va xac dinh each thuc cai thien chat luong dich vu. 

6. Cac co - sd nghien cun/ to chuc thuong mai 

Mot eff sd nghien aru la mot to chirc phi lai nhitan tdi tra cho cue nghien cun 
phii hap vdi ede muc dich cua ho. Vi du, Vien nghien cuu kinh te-xa hoi Viet Nam. 

Cac to chuc thuong mai chuyen nganh cung thuc hien cac nghien ciru de hidu 
hon nhu cau ngudi tieu dung trong nganh cong nghiep cua ho. Mot to chirc thuong 
mai la mot to chuc chuyen nghiep duoc thdnh lap hai nhung ngudi lam thi trudng 
trong cimg nganh cong nghiep. Vi du, T6 chirc du ljch the gidi WTO. Hiep hoi lu 
hanh Chau A-Thai Binh Duong PATA. 

7. Chinh phu 

Khong giong nhu cac to chuc da dupe de cap d cac phan trude. cac co quan 
cua Chinh phu khong su dung ket qua nghien ciru de tiep thj hang hoa. Tuv nhien. 
ngudi lam thj trudng thudng su dung cac kit qua nghien ciru cua Chinh phu cho 
cac muc dich Marketing: vi du. ho co the su dung so lieu thiing ke dan so de ude 
luirng qui mo ciia cac phan doan thi trudng nhan khau hoc khac nhau. 

Rat nhieu nghien ciru cua Chinh phu dupe thiet ke vdi muc dich bao ve neuoi 
tieu dung. Cac dai dien cua Chinh phu d Viet Nam nhu: Uy Ban an loan giao thong 
quoc gia. Cue quan li ve sinh an toan thuc pham. Bo y tl, Uy ban bao ve phu nu vu 
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tre cm... da thuc hien hoac thue cac cong ty ben ngoai lam cac nghien ciru nguoi 
ticu dung de dua ra cac chinh sach huu hieu. Chang han, o Viet Nam. trucrc khi 
dua ra quang cao khuyen kliich dpi mu bao hiem cua Uy ban an loan giao thong 
quoc gia (bat dau co hieu lire tu ngay 15/12/2007). mot nghicn ciru ve hanh vi 
nguoi dan doi voi dpi mu bao hiem da dupe thuc hien tot. tir do thiet kc thong diep 
quang cao co linh thuyet phuc cao, thong qua cai thicn nhan thirc va gay so hai 
nharn gia tang dong co hanh dong. 

8. Cac to chirc nguoi ticu dung 

Cac to chirc nguoi ticu dung doc lap cung ticn hanh nghicn ciru, noi chung la 
vi muc dich bao ve va truyen thong den nguoi ticu dung. Hiep hoi nguoi ticu dimg 
la mot to chuc kiem tra, truyen thong doc lap va phi I pi nhuan. 

9. Cac nha nghicn cuu han lam 

Cac nha nghien ciru han lam thuong xuyen thuc hien nghicn ciru hanh vi nguoi 
tieu dung. Mac dii nghicn ciru han lam co the dupe sir dung cho cac muc dich img 
dung va cung co the ap dung cho cac chinh sach cong. no thuong dupe thiet ke don 
gian dc gia tang each hieu biet chung ve cac nguyen nhan dan den hanh vi img xu 
cua nguoi tieu dung. Phan lem nhung nghien ciru dupe de cap trong giao trinh dupe 
thuc hien boi cac nha nghien ciru han lam. Cac nghicn ciru han lam thuong dupe 
thuc hicn boi cac truimg Dai hoc. cac Vien, cac Trung tarn nghicn ciru. 

III. Dir LIKU SO CAP VA THU CAP 

Nha nghien ciru thu thap 2 loai du lieu: so cap va thu cap. Dir lieu chrtre thu 
ihup de phuc vu cho chinh muc dich cua nguai sir dung duoc goi la dir lieu so cap. 
Khi nguoi lam thi truong thu thap du lieu thong qua cac cupc dicu tra. nhorn tap 
trung. thuc nghiem. va tuong tu dc ho trp cho cac quyet djnh Marketing cua chinh 
lip, nguoi ta goi do la thu thap du lieu so cap. 

Dir lieu duoc ihu thap cho mot muc dich co truac va sail do duoc su dung 
cho mot muc dich klidc, boi mot chu the khde duoc goi Id du lieu tliir cap. Vi du. 
sau khi Chinh phii thu thap du lieu dieu tra dan so cho muc dich tinh thuc. nhung 
nguoi lam thi truong co the sir dung ket qua du lieu thu cap de uoc lupng qui mo 
thj truimg cho nganh cong nghiep cua ho. Tuong tu nhu vay. cac cong ty sir dung 
bao cao nghicn ciru cua cac don vj cung ung dir lieu chung. cac hiep hoi thuong 
mai. hay trung tarn nghien cim de phat trien cac y tuong Marketing, do chinh la dir 
lieu thu cap. 

IV. UNG DUNG MARKETING CUA NGHIEN cull hanh VI NGUOI 
TIEU DUNG 

Noi chung. nghien ciru nguoi tieu dimg giiip nhimg nguoi lam thi truimg phat 
trien cac kc hoach sail pliant cu the cung nhu cac chien lirpc Marketing 6 tarn cao hem. 
Nhimg chicn lupc Marketing nay xac djnh, chang hail, each thirc cac cong ty thirc hicn 
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phan Joan thi tnrf/ng. chon ihi tnrfmg mite lieu va dinh vj. cung nhir cite t/tt) ct dinh ve 
sun phdni Iruyen thong co dong, giu va phan phoi (4P) (xcm hinli 2.1). 

1. Pliat Iricn chien luoc dinh lnrong khach hang 

Cach day 100 nam, cac cong ty theo quan diem Marketing dinh hiring san 
xuat tap trung moi no lire vao boat dong san xuat hum hieu. Sau do. chuyen sang 
tap trung cho ban hang, phat trien cac chien thuat de ban dupe hang nhieu nhat. Doi 
lap viVi cac quan diem triruc day. quan diem ehiem uu the ngay nay la cac boat 
dong Marketing dupe thiet ke de dap img day du nhu can khach hung . Cach tiep 
can djnli hiring khach hang, dinh huong th| trirong khicn nghien cCru nguoi lieu 
dung tro thanh mot hoat dong then chot trong cong ty. Noi each khac. nhirng nguoi 
lam thj lnrong phai thuc hien nhieu nghien cuu de co the nam bat va mo ta cac 
doan thi truong khac nhau hay cac nhom nguoi ticu dung muc tieu khac nhau (co 
nhu cau khac nhau). de dap ung tot nhat nhu cau khach hang. Djnh hudmg nguoi 
ticu dung luriVng dan tlurc tien nghien cuu trong moi quyet dinh Marketing chicn 
luoc va chien thuat dupe mo ta duoi day. 

/. /. Pit an doan llii truong 

Tat ca nguiii lieu dung dirong nhu khong to cung nhu can \a mong muon. Vi 
du. Mobil Oil kham pha ra rang cac khach hang cua tram xang deu thupc \e mot trong 
5 phan doan trong bang 2.1. Thong qua vice hieu do la nhirng phan doan nao va cac 
cong ty hien tai dap img nhu cau cua moi phan doan nhu the nao. Mobil se xac dinh 
duirc nhung phan doan nao mang lai Ipi nhuan cao nhat. Nhumg ngliien cuu na> da 
giup cho Mobil thiet ke san pham nham den cac phan doan thi tririmg eu the. 


Hang 2.1: 5 plain doan tlii truong cua Mobil Oil. 

N^uoi i!i nliicu 

Nguoi trung 
thanh \6i 
thuong hieu 

Nguoi nang 
dong 

Nguoi 6 nha 

Nguoi tint kiem 
gia re 

Nam giai. irung 
nicn, co tint nhap 
cao, di nhieu. 
mua loai xang tot 
nhat bang the tin 
dung, rua \e lai 
cac tram rua. 
mua banh my kep 
tai tram xang. 

Nam giai hay phu 
nir. thu nhap tir 
trung binh den 
cao. trung thanh 
\oi mot thuong 
hieu. doi kiii \oi 
mot cua lung cu 
the . thuong mua 
loai xang tot nhat 
va thanh toan 
bang tien mat. 

Nam gidi va phu 
nur nang dong, 
duoi 25 tuoi -lai 
xe rat nhieu. an 
do nguoi thuong 
xuyen o cac cua 
hang tien dung 

Thuong la phu 
nu noi tro. dem 
theo con cai va 
ghe vao bat cu 
tram xang nao 
trong thanh phd 
doc theo tuyen 
dudng di. 

Noi chung khong 
trung thanh vdi 
thuong hieu cung 
nhu mot tram 
xang cu the nao. 
it khi mua xang 
tot nhat ngan 

such ban hep 

16% trong long 
so nguoi mua 

16% trong tong 
so nguoi mua 

2 m % in mg long 
so nguoi mua 

-/ % trong long 
so nguoi mua 

trong tong 
so nguoi mua 
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1.2. Loi till nan tren nun iloan llii trirtrng 

Nam bat duoc qui mo cua mot phan doan thj truong la quan trong. boi \i 
nhtirng nguoi lam thi truong co the thu duoc nhicu loi nhuan bang each tap trung 
vao cac phan khuc thi trirong ma doi thu canh tranh khong nham den. Vi du, nguoi 
lam thi truong phat hien duoc rang nhung nguoi sir dung the dien thoai tra lien 
triroc chu yeu la nhung nguoi co thu nhap thap. it co nhu cau goi di ma nhan cuoc 
goi la chinh. 

Nghicn eiru nguoi tieu dung co the giup nguoi lam thi truong xac djnh nhurng 
doan thj truong chua duoc phuc vu, tuc la nhung nguoi ticu dung co nhu cau ro 
rang ve sail pham hay djeh vu nhung chua duoc dap ung. Vi du, nghicn ciru nhan 
khau hoc chi ra rang hon 80% nguoi mua dla nhac co dicn thuoc do tuoi tren 45. 
Dc thu hut nhung doan thj truong tre hon va chua duoc dap ung, mot so cong tv 
trong ITnh vuc nay bo sung them cac ban nhac cua cac ca si tre noi tieng. mot so 
khac cung cap ve xem ca nhac mien phi cho sinh vien. 

1.3. Dae diem cua nguoi tieu dung o' nwi plian doan 

Sau khi xac djnh cac phan doan thj truong va loi nhuan liein nang ma no 
mang lai. nguoi lam thj truong can bid ve dac diem khach hang o moi phan Joan. 
Dieu nav sc giup nguoi lam thj trirong xem xct kha nang tang truong cua cac phan 
doan va anh luroiig cua no dC'n cac quyet djnh Marketing trong tuong lai. 

Nam bat duoc dac diem nhan khau hoc, cung nhu gia trj, loi song, each thuc 
bj anh lurong. each thuc ra quyet djnh cua moi phan doan thj truong cho phep tiep 
can va thuyet phuc cac phan doan nav. Nghicn cuu cua Mobil Oil tim ra duoc phan 
doan thj truong ngrnri a nlid la nhung phu nu co con nho. Loi song cua ho dirge 
dac trirng boi vice chain soc. dua don con cai. Quyet djnh cua ho \e ntri mua xang 
duoc djnh lurong boi sir thuan tien cua tram xang va sir day du cua cac dich vu. 
Nhung thong tin nay giup Mobil tiep can, thu hut va giu chan khach hang o doan 
thj truong nay. 

1.4. Sir liai long khdcli hang 

Ngircri ta tlnrong thuc hien nhieu nghicn cuu de xac djnh xem nguoi tieu 
dung hien tai co hai long \oi san pham ma cong t\ cung ung ha\ khong. Dira tren 
nghicn cuu phan doan thj trirong va each hieu bict ve khach hang tren moi phan 
doan. Mobil ket luan rang phan doan thj truong ngm'ri di nhicu \a nguoi irung 
llnmh ilrnmig hien thieh mua cac loai banh ngot ngon hon o cac cua hang lien 
dung, mong muon cac dich vu ca nhan hoa \ a nhanh chong him. I rung khi Jo. 
doan thj truimg nguoi thing dong muon duoc phuc vu nhanh chong ve thuc an \a 
nhien lieu. 
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2. Chon thj truong muc tieu 

Nam bat dupe hanh vi mua cua khach hang giup nguoi lam thj truong xac 
djnh duoc thj truong muc lieu tot nhat. 0 Trung Quoc. nhieu ngucri lam thj truong 
nham den tre em boi voi chinh sach " moi gia dinh chi co mot con" cua Chinh phu. 
tat ca thanh vien trong gia dinh deu co rat it tre em de nang niu, chieu chuong. Vi 
thi cac thanh vien gia dinh deu say me "hoang tir be nho" cua minh va san sang 
mua nhieu thir cho chung. 

Trong nhirng nam gitn day, thong qua cac nghien ciru, cac nha san xuat 6 to 
biet duoc rang phu nu va tre em dong vai tro quan trong trong viec tim kiem thong 
tin. anh huong den quyet dinh mua. thanh toan. sir dung, bao duong va loai bo xe 6 
to. Dieu nay giup nguoi lam thi truong co chien lupc thi truong muc tieu dung dan. 

3. Djnh vj 

Mot chien luoc khac la xac djnh each thirc dinh vj san pham trong tarn tri 
nguoi tieu dimg. Hinh anh mong muon the hien san pham la gi va no khac veri doi 
thu canh tranh nhu the nao. Cac cau khau hieu cua mot so hang noi tieng nhu 
BMW "Dong co toi uu‘\ hay Ford “Ben bi voi Ford", hay Maxwell House "Ngon 
tcri giot cudi ciing" da the hien ro rang hinh anh rna cac cong ty mong muon dupe 
nhan thirc boi nguoi tieu dung. 

3.1. Dinh vi ciin llunrng hieu canli tranh 

Nghien cim cho thay each thirc nguoi tieu dung nhan thirc va phan loai cac 
thucmg hieu khac nhau tren thj truong. tir do giup djnh vj toi uu thucmg hieu. Thuc 
te. nghien ciru con duoc thuc hien de xem xet each thirc nguoi tieu dung danh gia 
cac thuong hieu khac nhu the nao trong moi tuong quan voi thuong hieu cua cong 
ty, dieu nay duoc the hien tren him do nhan thirc thucmg hieu in> . 

3.2. Dinh vj/tdi dinlt vjsan plidm/thuang hieu 

Cac cong ty su dung nghien cuu nguoi tieu dung de nam bat dupe nhu cim va 
loi ich tim kiem cua nguoi tieu dung muc tieu. hoac biet dupe hinh anh cua cong ty 
\it san pliant cua no duoc nhan thirc boi nguoi tieu dung nhu th£ nao. tir do co 
chien lupc dinh vj tai dinh vj thich hop cho san phanvthuong hieu. Chang han. veri 
viec kham pha su e ngai cua nguoi tieu dung ve mi an lidn lien quan den ga\ nhiet 
cho co the. mi an lien Omachi (cong ty Masan) da dupe dinh vj huu hieu la "mi an 
lien khoai lay. rat ngon nta kliong so nong". 

Hoac mot nghien cim thi truong tai TP H6 Chi Minh cho thiy hinh anh nhan 
thirc ciia da so nguoi tieu dung doi voi sua tarn tre em Lactacyd BB (cong ty 
Sanofi) la mot loai thuoe trj rom say. khac voi ehiOn lupc dinh \ j trude do cua cong 
ty la "sua tarn hang nga> chong ham ke va sat trung da", tir do cong ty co the dua 
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ra chien luge dinh vj san pham tap trung vao diem khac biet then chot so voi cac 
thuong hieu canh tranh khac, do la sir a torn tri rom say. 

4. Phat trien hang hoa va dich vu 

Phat trien hang hoa va dich vu nham thoa man nhu cau va mong muon cua 
nguoi tieu dung la hoat dong Marketing then chot. Ket qua nghien ciru nguoi tieu 
dung dugc sir dung de dua ra mot so cac quyet djnh ve san pham: 

4.1. Y tuorng cua nguoi tieu dung ve san pliant nidi 

Nguoi lam thj truong can thiet ke san pham dem lai lgi ich mong muon cho 
nguoi tieu dung muc tieu. Vi du, phuong phap nhom tap trung giup mgt cong ty 
hoa my pham tim ra y tuong san pham moi. Nhirng nguoi me tham gia trong nhom 
phan nan rang con cua ho khong muon tarn xa phong, de giai quyet van de nay, 
cong ty san xuat nhirng banh xa phong co do choi bang nhua ben trong. Bon tre chi 
co the lay dugc do choi khi tarn nhieu. 

4.2. Bo sung liay dieu cliinli tluioc tilth san pham 

Nguoi lam thj truong thuong sir dung nghien ciru de xac djnh khi nao va 
bang each nao can dieu chinh san pham de dap img nhu cau nguoi tieu dung hien 
tai hay moi. Vi du, mot nghien ciru nguoi tieu dung cho thay nguoi tieu dung Nhat 
Ban it thich san pham cham soc da co xa phong, tir do Amway nhanh chong tao ra 
nhirng san pham co ham lugng xa phong thap. 

Mot hang san xuat xe dap da phat trien nhirng gam mau moi, thiet ke lai 
khung xe va bo sung them nhirng phu tiing moi sau khi tham khao y kien cua tre 
em. Hoac de dap img nhu cau cua cac doan thj truong, Mobil da nang cap cac tien 
nghi phuc vu ciing voi viec khuyen khich nhan vien than thien hon doi voi nguoi 
tieu dung d cac phan doan nguoi di nhieu, ngirtii trung thanh thuong hieu. nguoi 
nang dong. 

4.3. Xac dinh fen thuong hieu 

Viec nghien ciru nguoi tieu dung dong vai tro song con trong quyet djnh ve 
san pham va ten thuong hieu. Goodyear thuc hien nhieu nghien ciru nguoi tieu 
dung truoc khi dat ten cho lop xe cua no. Cong ty da chon ten Eagle Aquatech 
HMT (cong nghe chuyen dong mo rong) cho banh xe chay tir 50-55 mph tren be 
mat am uot. Nhirng cong ty khac cung tao ra ten thuong hieu cua minh nhu 
Obsession (nuoc hoa). Country Health (banh mi), boi nghien ciru nguoi tieu dung 
chi ra nhirng ten nay la de hieu, de nho. the hien dugc lgi ich thuong hieu. 

4.4. Bao goi va logo 

Nhieu nguoi lam thj truong sir dung nghien cini nguoi tieu dung de kiem 
djnh cac mau thiet ke bao goi va logo. Chang han. nghien ciru chi ra nguoi tieu 
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dung nghl rang thirc an tot cho sire khoe khi bao goi la mau xanh. Thong tin nay rat 
co gia trj trong vice thiet ke bao bi san pham voi djnh vj "khoe manh". 

Nghicn ciru nguiri tieu dung ciing la nguon thong tin co gia tri de cong ty phat 
trien logo. Vi dii logo him lay cua Allstate tuong tnmg cho su giup do \a ho tro - lien 
tuong niong muon ddi uVi nguiri tieu dung khi tint kiem mot cong ty bao hiem. 

4.5. lido It dull 

Cong ty thuong nghien ciru nhung mong dm vc djeh vu bao hanh nlur la mot 
phan cua san pham cung irng. Tren co so ket qua nghien ciru mong doi va thai do 
cua nguiri tieu dung, cac cong ty cung irng san pham/dich vu co the cung cap hoac 
cai ticn djeh vu bao hanh nham dem lai sir hai long cao nhat. 

5. Tliuc liicn cac quyet djnh co dong 

Nghien ciru nguiri tieu dung giup cong ty ra cac quyet djnh vc mot lap hop 
cac cong cu truyen thong Marketing va khuyen mai, bao gom: quang cao. khuyen 
mai ban. ban hang ca nhan. va quan he cong chung. 

5.1. Muc lieu q ming aio 

Nghicn ciru nguiri tieu dung rat huu ich trong xac djnh muc lieu quang cao. 
Vi dii. mot nghien ciru cho mot cong ty chi ra rang rat it nguiri biel vc mot thuung 
hieu ciia cong ty. tir do khuyen nghj muc tieu quang cao co ban la nang cao nhiin 
iliirc ten ilnrimg liieu Nghien ciru vc cong ty khac lai tim thay nguiri tieu dung chi 
biet ten llunmg hieu ma khong co bat cir thong tin gi vc no. Trong tririrng hirp nav. 
muc tieu quang cao la phai nang cao hath unit lInning hieu. Ncu nghien ciru chi ra 
rang nguiri tieu diing biet ten thuong hieu nhung that su khong biet duoc dac diem 
nao cua thuong hieu khien ho thich no. Khi do muc tieu cua quang cao la gia tang 
kien link va iluii Jo doi voi thuong hieu. 

5.2. Thiet ke i/iidug cdo 

Neu nguiri linn thj truimg muon thiiu lap nhan link ten liming hieu. can lam 
cho ten tlurong hieu trong quang cao de nho hon. Vi du. mot thuong hieu duoc ghi 
nlur tot hon khi quang cao co nhirng hinh anh hip din va doc dao lien quan din ten 
thuong hieu. Neu nhung hinh anh nay khong lien quan din ten thuong hieu. nguiri 
tieu diing co the chi ghi nho hinh anh. Nghien ciru nguiri tieu dung co the giup 
nguiri lam thj truimg hieu nhirng hinh anh nao nen di kern voi quang cao. Vi'du. 
quang cao oto grin v oi hinh anh "sure manh" killing chi dang mong muon doi viri 
nam gidi va ca phu nir. Dan dng gan kit sue manh voi sir soi diing. trong khi phu 
nir danh gia do la su van hanh nhanh chdng va an toan trong nhirng tinh huong 
nguy hiem. Thong qua nghien ciru. nguiri lam thj iruirng con co the dien dat neon 
ngir quang cao theo sao cho plui hop voi each hieu cua nguiri lieu dung. 
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5.3. Cliqn pliin/ng tien truyen tlwng 

Khi nguoi lam thi truong chon phuong tien truyen thong, ho can co du lieu 
vc dac diem nhan khau hoc va loi song, cung nhu hanh vi sir dung phuemg tien 
truyen thong cua thj truong muc ticu. Vi du, du lieu tir cong tv Mediamark cho biet 
phan tram thj trudng muc tieu dupe tiep can boi mot phuomg tien truyen thong cu 
the. Ben canh do, cac ket qua nghien cuu con cho thay nguoi xcm ngay cang phan 
bo thoi gian gifra nhieu phuong tien truyen thong khac nhau. va thuong sir dung 
cong nghe thu hinh de tranh xem quang cao tivi. Nhfrng thong tin nay rat hiru ich 
cho viec tiep can nguoi ticu dung thong qua truyen thong. 

5.4. Tli&i diem qining cao 

Nghien cuu cho thay nhung thay dot vc thoi diem mua sam phu thuoc vao bien 
doi nhu cau theo thoi tiet, le hoi, ngan sach, thoi quen,... Chang han. viec ticu dung 
banh keo gia tang trong mot so djp nhu Trung thu, Tet nguyen dan, Quoc te thieu 
nhi, hay viec mua hoa tuoi gia tang trong cac djp nhu ngay Nha giao Viet Nam 
20/11. ngay Quoc te Phu nur 8/3. ngay le Valetine 14/2... Nhung ket qua nghien cuu 
nay giup nguoi lam thj truong quyet djnh thoi diem quang cao huu hicu nhat. 

5.5. Nghien chn tilth Inin liien cha qndng cao 

Cuoi cung can thirc hien cac nghien cuu de biet duoc quang cao co huu hicu 
hay khong. Nguoi lam thj truong hay cac dai ly quang cao thuong thirc liien cac 
nghien curu nhu thu nghiein quang cao (l " hay kiem djnh truac' 12 ’. nham kiem djnh 
linh huu hieu cua quang cao truoc khi dua len phuong tien truyc'n thong dai chung. 
Chang han. voi muc tieu cua quang cao la nhan biet ten thuong hicu. mot khi ket 
qua kiem djnh cho thay khong dat duoc muc tieu nay. cong ty co the thay the bang 
mot quang cao khac. 

5.6. Muc tieu va chien tliiiqtxuc tien ban 

Khi phat trien chirong trinh xiic tien ban. nguoi lam thj truong co the su dung 
nghien cuu ve muc tieu quang cao de khuyen nghj cac muc ticu xiic tien ban. va 
xac djnh nhung chien thuat thich ung nham dat muc ticu. Co nhung chien thuat hutu 
hieu dein lai ket qua vuert qua mong dcri. nhu chuong trinh cua S.C. Johnson & 
Son. De co dong cho thuoc diet con trung Raid 6 Thai Lan. Johnson de nghj tra 2 
xu/mot con gian. Chuong trinh nav da thirc sir gay an tupng khi co hang ngan con 
gian bj giet dupe dem den nhan thuong. 

Cong ty cung co the sir dung nghien cuu nguoi tieu dung de an djnh thoi 
diem xiic tien ban. Vi du. nguoi lam thj truimg co the su dung co so du lieu 
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Marketing de bict duoc doanh so ban tang cham nhit khi nao. xitc tien ban la can 
thiet luc nao de tang doanh so. 

5.7. (Jin mb lire lirrrng ban hang 

Bang vice theo doi sir lui toi cua khach hang veto nhiimg thiri diem khac nhau. 
tai nhung ngay khac nhau trong tuan. nha ban le co the xac djnh so luemg nhan vien 
can thiet phuc vu khach hang. 

5.8. Cdcli iliac nlidn vien ban hang phuc vu khach hang 

Nghien ciru co the him ich khi nha quan tri chon nhan vien ban hang vadanh 
gia each thirc tot nhat phuc vu khach hang. Mac dii co nhieu Iranlt cai. song ket qua 
chung nhat cua cac nghien ciru la: ngucri ban hang cang quen thuoc voi khach hang 
thi phuc vu cang tot. Nghien cim cung chi ra rang nhan vien co the phuc vu tot hon 
khi co tarn trang tot. Dicu nay ngu y nha quan trj nen hoach dinh cac chien thuat 
nham cai thien tarn trang nhan vien ban hang. 

6. Ka quyet djnh ve gia 

Gia cua mot san pham hay dich vu co anh huemg quan trong den quyet djnh 
mua. Do do. quan trong doi \oi ngucri lam thj truemg lit hieu duoc each thirc phan 
irng voi gia cua ngudi tieu dung va su dung thong tin nay de dinh gia 

6.1. Tilth gid 

Tai sao gia hang hoa thuimg tan cung bang con so 99?. Nghien ciru cho thay 
ngiroi tieu dung thuimg nhan thirc cac mire gia 0.99. 9.99 va 99.99 lit re hem so voi 
1.10.100. Co le day la li do tai sao gia hang hoa thuimg tan citng bang con so 99. 

Mac dii hoc thuyet kinh te cho rang giam gia sc ktch thich viec mua hang 
nhieu hon. nhung nghien ciru ngucri tieu dung cho thav kdt qua khong luon luon 
nhu vay. Mot mire gia thap co the lam nguoi tieu dung nghi ngo ve chit luemg 
hang hoa. gia cao hon dong nghta voi chat luemg cao hon. I Ion nua. khi ra quyet 
djnh mua. nguoi tieu dung thuimg so sanh voi cac muc gia tham khao. do la mire 
gia cua cac thuemg hieu tuong img ha> mire gia phai tra truoc da\ cho citng san 
pham. Dieu nay can phai duoc luu y klii djnh gia. 

6.2. Sir nliay cam cim ngiroi lieu iliing doi v&i gid va sir lliay doi gid 

Theo nghien ciru. nguoi tieu dung nhan thirc tim quan trong cua gia khac 
nhau. Mot so ngucri tieu dung rat nliay cam voi gia. nghta la mot sir thay doi nho \i‘ 
gia cung anil huemg manh den quyet dinh mua san pham. Mot s6 nguoi tieu dung 
khac co do nha> cam \oi gia rat thap. co nghia ho vail mua va su dung hang hoa 
cho dit gia tang. Chang han. khi gia xang dau o Viet Nam tang cao. mot so neuoi 
tieu dung van khong ngirng di xe hay mua nhung loai xe 6 to tieu hao nhieu xang. 
Can nghien ciru de xae dinh muc do nliay cam uri gia cua nguoi tieu dune o cac 
thiri diem can tang gia. Doi voi nhung hang hoa thiri trang hoac bieu tuong. muc 
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gia the hien vj the. nhung ngudi ticu dung quan tarn den vj the se it nhay cam vdi 
gia. san sang tra cao horn nhieu cho mot san pliant hang hieu. 

6.3. Thai diem sir dung ciic cliieit Ihual gia 

Nghien cuu hanh vi ngudi tieu dung giup chung ta hieu khi nao ngudi lieu 
dung phan urng nhieu nhat vdi cac chien thuat gia khac nhau. Chang han, vice giam 
gia quan ao am vao mita Ianh se co tac dung hom nhieu so vdi mua nong, hoac viec 
tang gia hang hoa vao giai doan suy thoai co the khien doanh so giam nhanh chong. 

7. Cac quyet djnh phan phoi 

Mot quyet djnh Marketing khac quan trong lien quan den each thuc phan 
phoi san pham. 6 day, ngudi lam thj trudng su dung nghien cuu de lua chon each 
thuc chuyen san pham den tay ngudi tieu dung. 

7.1. Dja diem mua sdm ciia khach hang muc lieu 

Ngudi lam thj trudng nam bat duoc nhung gia trj quan trong doi vdi ngudi 
tieu dung: thdi gian va su tien loi. Tir do phat trien kenh phan phoi cho phep ngudi 
tieu dung mua hay sir dung hang hoa va djeh vu bat cir khi nao. bat cir noi dau 
thuan loi nhat cho ho. Vi du. cua hang tap hoa 24/24 gid. cau lac bo sue khoe hay 
he thong dat hang qua catalo hoac true tuyen cho phep khach hang an djnh linh 
hoat thdi gian mua, loai bo hoac sir dung hang hoa. 

7.2. Thiel ke cira hang 

Cac sieu thj nen duoc thiet ke sao cho nhung hang hoa tuomg tu hay bo sung 
d gan nhau, bdi nghien ciru cho thay khach hang thudng tim kiem hang hang hoa 
theo chung loai huemg dich, dac diem hay each sir dung. Nghien ciru cung ho tra 
ngudi lam thj trudng cai thien cac yeu to cua moi trudng ban le. Vi du. co nghien 
cuu cho thay ngudi tieu dung it hai long khi mua sam d nhung cira hang co loi di 
hep va hang hoa xep sat nhau. Ngoai ra, nghien ciru ngudi tieu dung con cho phep 
tao dung hinh anh cira hang phit hop vdi dac diem khach hang va khac biet vdi ddi 
thu canh tranh. 


* * 
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TOM TAT CHUONG2 

Nghien ciru nguai tieu dung la mot cong cu co gia tri giup nguai lam thj 
truang thiet ke cac chucmg trinh Marketing tot horn, ho tra phat trien luat le va cac 
chinh sach cong. truyen thong nhirng kien thuc chung ve each thirc va ly do ung xir 
cua nguai tieu dung. Nhirng nha nghien ciru cho cac to chtrc kinh doanh va phi leri 
nhuan sir dung mot loat cac cong cu nghien ciru khac nhau bao gom ki thuat thu 
thap dur lieu lai noi (di6u tra, phong van, ke chuyen, nhom tap trung. sir dung 
tranh anh, nhat ki, phan tich ket hop,...) va hanh dong (quan sat, danh sach dieu 
tra, thu nghiem. Marketing dir lieu) cua nguai tieu dung. 

Nhieu loai to chuc thuc hien nghien cuu nguai tieu dung. Mot so cong ty co 
cac bo phan nghien cuu Marketing noi bo; so khac thue ngoai. Vi du, cac dai ly 
quang cao va cac cong ty cung ung du lieu chung la cac cong ty ben ngoai thu thap 
thong tin ve nguai tieu dung. Cac chuoi cua hang ban le Ian thuang thuc hien 
nghien cuu nguai tieu dung thong qua sir dung cac cong cu dien tir de theo doi 
doanh so mot thuang hieu, hay mot loai san pham trong khoang thiri gian nhat 
dinh. Cac ca sa nghien cuu va to chuc thuang mai, cung nhu cac to chuc Chinh 
phu va Uiep hoi bao ve nguai tieu dung cung thuc hien cac nghien ciru nay. Nhieu 
nha nghien cuu han lam thuc hien cac nghien ciru chi don gian de hieu hanh vi 
nguai tieu dung, mac du cac nghien ciru nay cung duac ung dung trong thuc te. 

Nghien ciru nguai tieu dung ho tra viec phan doan thi truang. lua chon thj 
truang muc tieu, dinh vi san pham va ra cac quyet dinh Marketing-mix. 


* 


* 


* 


38 



Ilimh vi n»iriri lieu tiling. 


CAU 1101 ON TAP VA THAO LUAN 

1. Cac nha nghien cuu sir dung dieu tra. nhom tap trung. phong van va ke 
chuycn de hieu ve hanh vi ngudi tieu dung nhu the nao? 

2. Thir nghiem trong phong nghien cuu khac voi thir nghieni thuc te nlur the nao? 

3. Tai sao nha nghien ciru sir dung kl thuat quan sat va danh sach dap \ien 
thudng xuyen de nghien ciru hanh vi ngudi tieu dung? 

4. Du lieu so cap khac vdi du lieu thu cap nhu the nao? 

5. Nhirng khia canh tich cue va tieu cue ciia nghien ciru ngudi tieu dung? 

* * * 


BAITAP 


1. Yeu cau mot nguai ban chi ra mon hang ma anh ta (co ta) ua thich. Phong 
van nguai do de biet nhieu ve mon hang nay. Yeu can ngirai ban tim birc anh lir tap 
chi the hien tot nhat y nghla cua mon hang. San do yeu cau ngirai ban viet nhat k>f 
trong vai ngay ve viec su dung no. Cuoi cung. thuc hien nghien cuu nhom tap trung 
bao goni mot so nguai ban de hoi ve mon hang ma ho ua thich. Nhirng nghien cuu 
ket hap nay giup anh (chi) tim ra nhung ket qua lien quan den mon hang yeu thich 
cua nguai tieu dung nhu the nao? 

2. Hay tuong tuong ban la giam doc Marketing cua cua hang banh ngot mai 
khai truang Jummy (Da n^ng). Ban can nghien cuu nguai tieu dung de ho tra cho 
cac quyet dinh Marketing. Nhirng cong cu nghien cuu nao can su dung de tra lai 
cac cau hoi sau: 

a. Khach hang danh gia nhu the nao ve chat lirang va cluing loai banh cua 
Jummy so vai Dong Tam? Ho thich loai banh nao nhat? Tai sao? 

b. Muc gia binh quan dirge nhan thuc nhu the nao so vai Dong Tam? 

c. Cac diem ban hien tai co dam bao sir thuan tien va tinh co san cua hang 
hoa doi vai khach hang khong? 

d. Cac phieu khu> en mai co giup gia tang doanh so ban hay khong? 

e. Phuang tien truyen thong nao duin: nguai tieu dimg quan tarn va ua thich? 


* 


it 
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PHANJI: 

ANH HlTONG CUA CAC NHAN TO 
TAM LY COT LOI 


Phan nay nghien cuu anh huang true tiep cua cac nhan to tarn ly cot loi den 
quyet dinh mua/sir dung/loai bo cua nguoi tieu dung. Hanh vi nguoi tieu dung bj 
anh huang manh bai mire do no lire doi veri hanh vi va quyet dinh tieu dung. 

Cliuffng 3 mo ta 3 nhan to then chot tac dong den no luc: (I) Dong co, (2) 
Kha nang, va (3) Co hoi (doi voi viec mua mot san pham/thuong hieu) tac dong 
den tien trinh ra quyet dinh cua nguoi tieu dung. 

Clurong 4 thao luan ve each thuc nguoi tieu dung nhan ihi'rc (itiep xuc. chit y 
va hieu) cac tac nhan Marketing. 

Clurong 5 mo ta each thuc nguoi tieu dung hoc hoi de tao lap kien thirc va 
ghi nho. 

Clurong 6 thao luan ve su hinh thanh va thay doi theii do cua nguoi tieu 
dung, nhan to anh hudng manh me den viec ra quyet dinh cua nguoi tieu dung. 


* 


it 
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Cl I If PNG 3: 

DONG CO, KHA NANG VA CO HOI 

Dong ca nguai tieu dung la doi tirong nghien cuu trung tarn cua tat ca cac ly 
thuyet ve hanh vi nguai tieu dung. Chuorng 2 dong vai tro quan trong trong mon 
hoc hanh vi nguai tieu Jung vi xem xct chi tict Dong ca, Kha nang va Ca lioi Itay 
MAO. Dong ca tang len khi nguai tieu dung xem mot doi tugng nao do la thich 
irng vai ca nhan, nghia la; (I) Tuang thich vai nhu cau, muc Jich, gici trj va ban 
nga cai tdi; (2) Rui ro; va/hoac (2) Khong tuang thich vai cac thcii do co truac. 
Viec nguai tieu dung co dong lire thuc sir de dat dugc muc dich phu thuoc vao vice 
ho co klia nang de dat dugc no hay khong, dua tren (1) Kien thuc va kinh nghiem; 
(2) Kieu nhan thuc; (3) Tri thong minh, hoc van va tuoi tdc; va trong truang hgp co 
y dinh mua (4) Tien. Dat dugc muc dich nay con phu thuoc vao viec nguai tieu 
dung co ca lioi de thuc hien no hay khong. Ncu muc dich la xu ly thong tin. ca hoi 
dugc xac djnh bai (I) Thai gian, (2) Suxao Icing tain tri, (3) So hrang thong tin tiep 
xiic, (4) Tinh phuc tap cua thong tin va (5) Muc do lap Iqi cua thong tin. 

I. DONG CO NGUOI TIEU DUNG VA ANH HUONG CUA NO 

1. Han chat cua dong co* 

Nhu cau va dong ca la hai khia canh cua mot trang thai mat can bang nao do 
a nguai tieu dung, trong do nhu cau la khia canh tinh. dong ca la khia canh dong. 
Dong ca xuat phat tu tieng Latinh la movere , nghia la chuyen dong, co tac dung 
khai day sinh lire, duy tri, djnh huong hay ngan chan hanh vi. Do do. khi noi d<}n 
cac loai dong ca, ta cung co the hieu do la cac loai nhu cau. Nhu vay. nghien cuu 
dong ca dong nghia vai nghien cuu ly do dan dat den hanh vi nguai tieu dung. 

De hieu dugc ban chat cua dong ca, chung ta cung xem xet tien trinh sau 
(Ilinh 3.1): tronjj cuoc song cua moi nguai tieu dung, duai tac dong cua cac nhan 
to noi tai (nhu cau tarn sinh li) va tac nhan kich thich ben ngoai, xuat hien khoang 
each cam nhan giua trang thai thuc tai va mong muon a nguai tieu dung hay la su 
thieu hut (su mat can being), sir thieu hut nay dat den muc do nao do se dan den 
edng thdng. Tu do tao ra xung lire tarn ly noi tai thuc day nguai tieu dung hanh 
dong de giai Ida edng lining thong qua dap ung nhu cau hay muc dich (lap Iqi can 
being). Viec lira chon hanh dong phu thuoc vao kien thuc co truac cung nhu tien 
trinh nhan thuc ve cac phuang an san co cua nguai tieu dung. Xung lire tarn ly nay 
dua nguai tieu dung den mot trang thai kich hoetl manh me kliien ho no lire va kien 
tri theo duoi hanh dong nao do nham thoa man nhu cau hay dat dirge muc dich. 
Tuv nhien. day la mot tien trinh tuan hoan lien tuc, bai nhu can ha\ muc dich con 
nguai la khong dimg lai. can bang nay dugc tao lap se tiep tuc dan den tinh trang 
mat can bang khac a nguai tieu dung. 

Nhu vay, dong ca dugc djnh nghia la "Mot trang tlidi kich lioat noi tai khai 
day sinh luc Itanh dong nham dat duac muc dich ". 
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2. Cac thanh phan aia dong co 

Ngucri tieu dung co dong co nghTa la co sinh lire, san sang thirc hien \a ihco 
duoi kicn tri. ben hi mot hanh dong huong dich. hay noi each khac. dong co tac 
dong den ciring do. djnh hiring cua hanh vi ngirai tieu dung. Dong co diroe xcm 
nhu boi canh cho viec thu nhan, su dung va loai bo hang hoa. 

2.1. Sinli lire 

Do la mot nguon nang lirong tarn sinh li dirge kich hoat de kJuri dong hanh 
vi. No dirge do lirimg boi cac chi so nhir huyet ap. nhip tim. song dien nao. sir thay 
doi nuac da. muc do tiet mo hoi... Trong Marketing, ngiriri ta thuc hien cac do 
lirong nay nham xac dinh phan urng cua ngucri tieu dung voi ten thirong hieu va cac 
thong diep quang cao. Cudng do sinh lire chinh la cirimg do dong co. dong \ai tro 
quan trong trong tic*n trinh ra qu>et dinh mua. KJii cirimg do dong co cao. nguai 
tieu dung se no lire nhieu de tim kiem. xu li thong tin va ra quyet dinh. 

2.2. Dinh Inr&ng 

Boi dong co ham chira muc dich. nen no dinh hirimg ngiriri tieu dung lira chon 
phirong lien tliich urng nham dat dirge muc dich na\. Ca nhan co sir iru lien lira chon 
doi voi cac doi tirgng trong moi tarimg. Dinh huong nang dong, ben bi \ a co tinh chon 
loc na> dac tnmg cho hanh \ i img xu, la hien lirimg cua dong co nen tang. Dieu nay 
ham y dong co vim Id nguon gdc vim Id dinh luring cho luinh dong. 



ITi nil 3.1: Tien trinh dong co. 
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3. Cac dac diem cua dong co 

Dong co co nhung dac diem nhu sau: 

- Dong co co the cong khai hoac che giciit vet co nhieu loai Jong co khcic 
nhau : Nguai tieu dung co the cong khai hoac che giau dong co mua mot san pham 
nao do. Mot nguai lieu dung co the co nhieu dong ca dong thai va doi khi mau 
thuan nhau (di du lich va tict kiem tien; mua tivi de giai tri nhung lai anh hirong 
den vice hoc cua con cai). 

- Dong co chroc too ra hoi nhirng nhan to noi tai va hen ngocii : Tieu dung 
mot san pham de thoa man nhu cau, so thich ca nhan. hay hoc thco va lam hai long 
cac thanh vien khac trong nhom. hoac tuan theo cac chuan nurc xa hoi. 

- Dong co co y thirc hoac vo thirc : Ngirori tieu dung co thef y thurc ve dong ca 
cua minlif Chang han da so sinh vien deu nhan thirc dugc muc dich cua viec hoc 
Dai hoc la gi. Tuy nhien, doi khi ca nhan hanli dong ma khong hieu tai sao, dong 
ca khong y thuc nay dugc dua ra bai Freud khi cho rang no la ket qua cua nhirng 
nhan to noi tai mang tinh bam sinh a ca nhan. Ngirai tieu dung co the khong y thirc 
dugc ve nhieu dong ca mot phan do su vo thirc, mot phan la tien trinh nhan thuc va 
liru trur thong tin cua hg khong hoan hao. 

- Dong co dny tri so can hang giira nwng muon sir on tljnh va thn kiem sir cla 
clang: Mot so ca nhan muon tao ra sir mai me (thav doi mon an vao cuoi tuan) 
trong cuoc song, nhung van dam bao dugc muc do on dinh nao do (khong phai 
ngay nao cung thur mon an mai). 

- Dong co the hien so khcic hiet cd nhan: Moi ca nhan co nhung dong ca khac 
nhau lam nen tang cho cung mot hanh dong. Do vay, neu chi nhin vao hanh dong 
ma khong nghien cuu sir kliac bict ve ket qua mong muon thi se khong nam bat 
dugc dong ca cua ca nhan. Vi d\i, cung mot hanh vi mua mot chiec dien thoai di 
dong nhung dong ca la khac nhau (mua de dung hay lam qua tang). 

4. Anil Inning cua dong co* 

Dong ca dan dat den cac yeu to sau: hanh dong hoong dich. xo ly thong tin 
vd ra cjuyet dinh sir Idi cudn (IS> . 

4.1.11 a nli dong It trong clicli 

Mot ket qua cua dong ca la hanh dong hoong dich. Khi dong ca cao. con 
nguai sfm sang lam moi viec nham dat dugc muc dich. Vi du. neu ban co dong ca 
mua mot chiec 6 to tot. ban se den gap nguai ban, thu xe, tu van ban be. v.v...Cung 
nhu vay. neu ban co dong ca giam can, ban se mua nhirng thuc an co ham lirimg 
ealo tluip va tap the due deu dan. Dong ca khong chi dinh lnrang cho hanh vi tuimg 
thich vai muc dich ma con dem lai sir san sang tieu ton thai gian va nang lugng de 


11)1 Involvement 
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thuc hicn hanh dong. Vi vay, mot nguai c6 dong ca di xem cuoc thi chung kci hoa 
hau I loan Vu sc co gang xep hang cha dai de mua dugc ve va co gang den xem 
mac du thai tiet xau. 

4.2. Xir ly tlidng tin no lire cao va ra quyet iljnli 

IX>ng co cung anh huong den each thirc chung ta xir ly thong tin va ra quyet 
dinh. KJii ngircri lieu dung co dong cn cao de dat dirge muc dich. hg se chh y den no 
can than horn, nghi ve no nhicu hem. co gang hieu thong tin ve no, ddnh gid thong tin ki 
lirong va co gang hm trie thong tin cho lan sir dung sau. Lam tat ca nhirng vice nay doi 
hoi rat nhiem cong sire va thcri gian. Tidn trinh tim kiem, xir li thong tin va ra quyet 
djnh mua mot chiec 6 to la mot vi du minh hoa ro net cho tinh huong na\*. 

Tuy nhien. khi nguai tieu dung co dong c<r thdp. ho danh it no lire hem de xir 
ly thong tin va ra quvet djnh. Vi du, dong ca mua mot quyen va la thap. Ban se 
khong chu v qua nhieu de tim hieu dac diem cua quyen va hay xem quang cao ve 
no. Ban cung se khong nghi nhieu ve vice se mua loai gi. chi den eira hang xem 
mot Ian va khong lieu ton nhieu thai gian de so sanh giua cae thirang hieu. Ban su 
dung each ra quyet djnh ngan gon nhat, nhu la quyet dinh mua tlurang hieu re nhat 
hay mua lai thirang hieu mai sir dung. 



I Unit 3.2: Cue nlnin to anh liming den dong ctr (M), klni ndng f.\), 
c<r hoi (0) va kit i/ua ctia MAO. 
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4.3. Sir loi cudn 

Ket qua cuoi cung cua dong ca la tao ra mot trang thai tarn ly o nguoi tieu 
dung duoc goi la sir loi cuon, do chinh la sir trdi nghiem turn ly cam nhan cua ngiroi 
tieu dung co dong ca. 

Sir loi cuon la " mot sir trdi nghiem turn ly cua ngiroi tieu climg co dong err 
hay mot trang thai khdng quan sat duoc cua dong co sir lido hue , sir quail turn , 
sir lo lang, say me vd cam ket. Trang thai nay duoc tqo ra hoi mot tinh hudng cu 
the, dan den ede hanh dong nhu tim kiem san phdm, xir ly thong tin vd ra quyet 
dinh , \ 

Nhu vay, sur loi cuon chinh la sir quan tarn va coi trong cua ca nhan doi voi 
mot doi turgng duoc nhan thuc la phirong ticn thoa man nhu cau. Cung giong nhir 
dong co, diem then chot cila sir loi cuon la su thlch ung cd nhan' l4} , mot doi tirong 
muon tao ra sir loi cuon can co su thich ung ca nhan. Sir loi cuon la mot ham so cua 
cd nhan va doi tirong (loai san pham. thuong hieu, quang cao. quyet dinh \a hanh 
vi) va tinh hudng (mua, tieu dung, loai bo hay tiep xuc voi quang cao). 

Ve phan minh, su loi cuon tac dong den viec tim kiem san pham, xu li thong 
tin va ra quyet dinh cua nguoi tieu dung. Cuong do cua su loi cuon quyet dinh muc 
do cac hanh dong tren. Su loi cuon duoc xem nhu bien so trung gian quan trong 
giua dong co va hanh vi cua nguoi tieu dung. 

4.3.1. Phan loai sir loi cuon 

Co 4 loai loi cuon: (a) Idu ddi, (h) tarn thdi, (c) ly tri, vd (d) cam xuc. 

a. Su loi cuon Idu ddi Id " sir quan tarn den mot hang hda hay mot boat dong 
trong mot thdi gian rldi". 

Su loi cuon nay la su gan bo lau dai voi doi tirong, doc lap voi tinh hu6ng 
mua/sir dung/loai bo. Do chinh la su loi cuon voi san phdm hay thuong hieu. con 
duoc goi la sir nhiet tinh voi san pham hay thuong hieu. Nhung nguoi thich xe 6 to 
co moi quan tarn thuc sir va the hien sir loi cuon lau dai voi chung. Ho tham gia 
mot each lien tuc va ben bi cac hoat dong lien quan den oto. tham chi ngay ca khi 
khong co nhu cau mua (vi du, di den phong trung bay xe 6 to. doc tap chi 6 to, len 
mang xem thong tin ve 6 to, trao doi voi nguoi ban hang). Da so nguoi tieu dime 
the hien sir loi cuon lau dai voi rat it cac hang hoa hay hoat dong. 

b. Sir loi cuon tarn thdi Id " sir quan him nlidt thdi den mot hang hda hay 
boat dong, thuong tqo ra boi mot tinh hudng cu the ". 

Trong da so cac truong hop, nguoi tieu dung trai nghiem sir loi cuon tarn thai 
voi mot hang hoa hay hoat dong nao do. Vi du, loi cuon boi vice tang qua mang 


<N> Mot doi tirong co sir thich ung cd nhan khi no anh huong true tiep den ban than ca nhan va cd 
lac dong quan trong den aide song cua ho. 
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tinh tarn thdi. Sir loi cuon thudng chi cao khi ngudi lieu dung co gang dal mue dich 
chon mol mon qua phu hop. Vi du, ban co sir loi cuon cao khi tang qua cho ngudi 
Thay yeu qui vao ngay Nha giao Viet Nam 20/11, khi do ban se dau tu thdi gian va 
cong sure nhieu hom de tim dugc mon qua ma ban nghl rang Thay se thich nhat. Sau 
khi mua va tang xong thi sir loi cuon vdi mon qua no se khong con nira. 

Sir loi cuon lau dai va tarn then co lien quan vdi nhau' 151 : su loi cuon lau dai 
anh hudng den su loi cudn tarn thdi. tinh thuan nghich cua quan he nay con phu 
thuoc vao bdi canh. Ngugc lai, su loi cudn tarn thoi khong co tac dong den su loi 
cuon lau dai. 

c. Su loi cuon ly tri Id vice Hr duy vd xti ly lit dug tin lien quan den mue dich 
cua ngudi lieu dung 

Diem khac bict vdi loi cuon cant xuc la su quan tarn den thong tin lien quan 
den hang hoa. Mot ngudi yeu thich may tinh luon tim hieu thong tin ve nhung 
model may tinh mdi co tinh nang vugt troi. 

d Su loi cuon cam xuc Id “su quan turn den viec lieu dung ndng linmg cam xuc 
vd nhung tilth cam mqnh me lien quan den mot hang hoa hoqc mot hoot dong 

Mot ngudi co cam xuc manh me khi nghe mot ban nhac goi la loi cuon cam 
xuc. Mot vi du khac. neu ban xem mot canh miii man trong phim va khoc \ i xuc 
dong, day la ban dang the hien mot su loi cuon cam xuc. 

4.3.2. Ddi twang loi cuon 

Khi phan tich su loi cuon cua ngudi tieu dung va anh hudng cua no den hanh 
vi. chung ta co the chi ra nhieu doi tuong loi cuon khac nhau. Nhung doi tuong nay 
bao gom sir loi cuon vdi cac loai san pham. thuong hieu. quang cao. phuomg tien 
truyen thong, quyet djnli va hanh vi. 

a. Sir loi cuon vdi loai san pham 

Nhu nhieu \i du trong chucmg nay. ngudi lieu dimg the Itien suldi cuon ly tri 
hope vd loi cuon cam xuc vdi mot so loai san pham nhu o to. may tilth hay quan ao. 
Sir loi cuon cd the lien quan den mot tro giai tri hay hoat dong nao do. Chang han. 
su say me doc sach. tim tdi kien thuc. do la su loi cuon ly tri vdi sach. Su dam me 
thoi trang cua lira tuoi thanh thieu nien xuat phat tir nhu cau tim kiem cam giac tu 
do. sanh dieu. hoa nhap vdi nhom. do la su loi cuon cam xuc vdi thdi trang. 

h Su loi cuon vdi thuong hieu 

Ngudi tieu dung cung the hien sir loi cuon ly tri \a hoac cam xuc \ di mot 
thuirng hieu. mot hien tuimg goi la long trung tlidnh vdi thuong hieu Sir loi cuon 
nay thude ve loi cuon Ida ddi 


Laurent Lillies <t Jean Soel Kapterer tl9H6i. Les profits Jimphcation. Recherche el 
Applicationsen Marketing Id/ I.Sol.pp -II-5S 
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Long trung thanh vai thuang hieu la sir gem bo lau clai diet khdeh hang vai 
mol thirang hicu. 

Nhir chung ta sc thay trong cac cluromg sau. nguai tieu dung trung thanh mua 
thuang hicu mot each nhat quan, co nhung niem tin manh me ve chat luang cua no. 
gan bo vai no, cuang lai doi thu canh tranh. Mot so hoat dong suu tarn san pham 
the hien sir trung thanh vai thirang hicu. Da so tre em Viet Nam dcu dam me tap 
truyen Doremon, hay tre em tren toan the giai dang len con sot suu tarn bo truyen 
Harry Potter. 

c. Su loi cuon vai ijudng cdo 

Sir loi cuon vai cjuang cdo the hien a sir quan tarn vd xir ly thong diep quang 
cdo cua nguai tieu clung. 

Thong diep quang cao bao gom cac yeu to ly le (thong tin, ly 15 va do tin cay 
cua nguon truyen thong 116) ) va cam xlie (su hap dan hinh anh, am thanh, nguon 
truyen thong). Sir loi cuon vai quang cao la cao neu no tuong thich vai nguai tieu 
dung. Nguai tieu dung co sir loi cuon ly tri vai quang cao khi ho bj thu hut bai cac 
yeu to ly le trong quang cao. Trong khi do, su loi cuon cam xlie xay ra khi nguai 
tieu dung bj cuon hut bai cac yeu to cam xlie. 

cl. Sir loi cuon vai phuang lien truyen thong 

Nguai tieu dung co the bj loi cuon bai cac phuang tien truyen thong. Vi du. 
so vai bao chi, truyen hinh la mot phuang tien loi cuon ly tri thap lion do nguai 
xem thuang thu dong va tu duy khong nhieu de xir ly nhung gi thay tren man hinh, 
nhung lai la mot phuang tien dem lai sir loi cuon cam xuc cao horn do hinh anh va 
am thanh hap dan. Nguai tieu dung cung co the bi loi cuon bai mot chuang trinh 
truyen hinh hay truyen thanh cu the (vi du. mot so chuang trinh giai tri hien nay 
cua Dai truyen hinh Viet Nam dang thu hut sir quan tarn cua nhieu khan gia nhu: 
Dau tri, Ai la trieu phu. Rung chuong vang. Do re mi. Tro chai am nhac....). 

e. Su loi cuon vai quyet djnh vd hdnh vi 

Cuoi ciing, nguai tieu dung trai nghiem sir loi cuon vai mot so quyet djnh vd 
hdnh vi. Vi du, nguai tieu dung bj loi cuon cao bai tien trinh ra quyet djnh lira chon 
thuang hicu. Nguai tieu dung cung co the bj hap dan vai each there su dung doi vai 
san pham/djeh vu. Nhieu nguai bj cuon hut bai cac hoat dong nhu doc sach. xem 
phim. chai dien tu. 

Nguai tieu ditng co the bj loi cuon bai nhieu hang hba khac nhau. v i the quan 
trong la phai xac djnh duac doi tuong loi cuon. Vi du. nhung nguai tieu dung trung 
thanh vai thuang hieu bj loi cuon cao bai thuang hicu do, ho tin rang thuang hicu 
da chon la tot nhat, va rat it quan tarn den cac thirimg hieu khac. 


f/ ' Xlhin nil phdt ngdn trong quang cdo. 
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II. CAC MIAN TO AMI Hl/ONG DEN DONG CO 

Nhan to then chot cua dong cor la sir thich img cd nhdn 1l . Ngiroi lieu dung 
coi mot san pham thuorng hieu la thich img vai cd nhdn khi co su lien kct nhan thirc 
giflra kien thirc ve ban than - do la (1) nhu edit, muc click gid tri va ban nga edi toi 
vai kien thirc ve sdn phdmthirang hieu (thuoc tinh, lai ich), dong thai san 
pham/thuong hieu co muc do (2) rid ro duac nhdn thirc cao , va thong tin ve san 
pham/thuong hieu la (3) khong tuang thich viraphdi vai thdi do cd truac cua ngudi 
tieu ditng 

Nghe nghiep, hoc hanh, cac moi quan he, nha, xe, quan ao. giai tri la thich 
img cd nhdn do no dem lai nhung ket qua co y nghla doi vai ban. Khi quyet dinh 
chon truang Dai hoc, chung ta thu thap cac thong tin a truang, tim kiem tren mang, 
noi chuyen vai ban be,... Chung ta da dau tu thai gian va no lire dang ke de xu ly 
thong tin ve cac truang Dai hoc va quyet dinh chon truang nao. Nhan thay r^ng 
quyet dinh nay la thich ung cao vai ca nhan. chung ta rat quan tarn den viec chon 
truang Dai hoc, cung nhu lo lang nhieu ve thi Dai hoc. Nhu vay. nguoi tieu dung 
se co dong lire hanh dong, xu ly thong tin hay ra quyet dinh no luc cao doi veri mot 
doi tuang neu ho cam thay co su phu hap. Va ho se trai nghiem sir loi cuon dang ke 
khi mua, sir dung hay loai bo mot san pham. 

1. Sir tiroiig thich voi nhu cau, muc dich, gia tri va ban nga cai toi 

Nipt hang hoa dupe cam nhan la thich ung vai cd nhdn khi no tuang thich vai 
nhu edit, muc dick gid tri va ban nga cai toi. Sir thich ung cd nhdn den luot no lai 
tao ra dong ca thuc day xir ly thong tin, ra quyet djnh va hanh dong a ca nhan. 

1.1. Nhu can 

Mot nhan to anh huang manh den su thich irng ca nhan va dong ca la nhu 
cau. Nhu can Id mot sir thieu hut cam nhdn tao ra bai su mat can being giua trang 
thdi turn sinh ly thuc tai vd mong muon. Tinh trang mat can bang nay dan den su 
cang thang khien ca nhan co dong luc tim each giai toa cang thang. tire thoa man 
nhu cau. Vi du. doi khi ban cam thay da day soi sung sue va nhan ra minh co nhu 
cau an. Ban bi thuc day phai hanh dong huang dich (vi du. di ve phia tu lanh. di tim 
mot quan an nao do. goi dien dem thirc an den nha). Hanh dong an se lam thoa man 
nhu cau \a loai bo su cang thang - ma a day la doi bung. Nhu cau huonu chune ta 
tim den mot san pham hay dich vu. thi cung co the khiC ; n chung ta tranh xa mot san 
pham hay djeh vu nao do. \’i du nhu ne tranh di kham rang vi so dau. hoac mol so 
nguai ngai di kham sire khoe djnh ki vi so phat hien ra benh tat. 


\tol dot it rang dime xem L) thich ung vat ca nhdn ngirdt neu dung khi cd hen quan tnr * ' cr din 
Kin ihdn lio va co anh huang quan tronx Ian cuoc j 6ng cua ho 
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1.1.1. Loai nhu cau 

Co nhieu ly thuyet nhu cau khac nhau dugc ung dung trong nghien eiru hanh 
vi ngudi ticu dung, trong do co hai ly thuyet dac bict huru ich la he thong phan cap 
nhu cau cua Abraham Maslovs* 181 - mot ly thuyet vi mo tinh den lianh vi cua con 
nguori theo nghia chung. va ly thuyet dong co tarn ly cua McGuire* 1 M - sir dung mot 
tap hop cac dong co chi tiet trong gidi han pham vi hanh vi ngudi tieu dung. 

a) Thuyet phan cap nhu cau cua Mas low 

Thuyet phan cap nhu cau cua Maslovv dong vai tro quan trong trong 
Marketing khi phan chia nhu cau con ngirai thanh 5 loai (hinh 3.3): 

(\)Nhu cau sink ly: Cac nhu cau nhu an, uong. ngu, sinh ly. Cac nhu cau 
khac chi dugc kich hoat khi nhu cau nay dugc dap ung. 

(2) Nhu cau an loan: Tim kiem su an toan ve the chat, sir on dinh. sir quen 
thuoc (Nha o, bao ve. an toan). Chi dirge kich hoat sau khi nhu cau the chat dugc 
thoa man va xay ra trude cac nhu cau khac. 

(2) Nhu cau tinh cam: Su mong muon co dugc tinh cam (tinh yeu, tinh ban. 
tinh dong nghicp) vdi cac thanh vien khac trong nhom. 

(4) Nhu cau dirac ton trong: Mong muon co dugc vj the. sir vugt trgi. sir ton 
trong. Nhung nhu cau nay lien quan den tinh cam ca nhan ve sir co ich va thanh 
tuu. 

(5) Nhu cau tic thuc hien: Mong muon tu hoan thien va phat trien ban than. 

Nhung loai nhu cau nay dugc sap xep theo he thong cap bae. nghia la trude 
khi kich hoat nhu cau cap cao horn thi phai thoa man nhu cau cap thap han. Vi vay, 
trude khi ban lo lang ve nhu cau tinh cam, ban phai dugc thoa man nhu cau the 
chat va an toan. 

Mac du he thong cap bac nhu cau cua Maslovv cho phep to chuc huu ich 
cac van de phuc tap cua nhu cau, mot so nha phe binh cho rang no qua dan gian. 
Cu the la nhu cau khong luon luon dugc sap xep theo dung thu tu nhu the. Vi 
du, mot so ngudi uu tien cho nhu cau chai tro chai dien tu han la an uong. He 
thong cap bac nay cung bo qua cudng do nhu cau v a hieu ung ket qua tac dong 
len dong ca. Cuoi cung, trat tu cua nhu cau se khac nhau theo cac m*n v an hoa 
khac nhau. Vi du trong mot so xa hoi, nhu cau tinh cam nam a thu bac cao han 
nhu cau dugc ton trong. 


t,Mf Abraham Maslow U9 n 0), Motivations and Personality. T* Edition, Harper d Row, .Yen )urk 
,lv> It J McGuire (19^4). Psychological Motives and Communication Gratification, in cJ\ JG 
Blunter and G Katz. The Uses of Mass Communications. Sage Publications. Berverlv Hills Calif 
rr l6 m -96 
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/ linh 3.3: lie than” cup hue n/iu alii cua Muslim>. 

b) Cdch plain loui nlui can klidc trong Marketing 

Mot each phan loai nhu cau khac la (1) Nhu cctu xd hoi vd phi xa hdi' Jh hoac 
(2) Nhu can clnrc tumg, bieu lining, va Inning llui (hinh 3.4). 

- Nhu can xd hoi la nhu edit Inning ra ben ngodi vet lien yuan den nhung cd 
nhdn khde. De dap ung nhu cau nav doi hoi sir co mat hay hanh dong cua ngucri 
khac. Vi du. nhu cau vi the the hicn mong muon dupe nguong mo. kinh trong. Voi 
nhu cau dupe giitp do. chung ta muon duoc ngudi khac dong vien trong nhung luc 
kho khan; nhu cau hoc hoi phan anh mong muon duoc chi dan each thuc ung \u. 
Chung ta co the bj thuc day mua san pham va sir dung cac dich vu nhu quan ao. the 
hoi vien cau lac bo. do chung giup thoa man nhu cau hoa nhdp nhdm. Nhung san 
pham khac cung co the duoc ua chuong do chung phu hprp voi nhu cau tim kiem vi 
the hay su doc duo . 

- Nhu edit phi xd hoi Id nlnmg nhu edit md vice dal duoc no khdng lien quan 
den ngudi khde. Nhung nhu cau nhu ngu. tim kiSm cai moi. tu chu. sir doe dao. \a 
hieu biet chi lien quan den ban than chung la. co the anh huimg den \ ice >ir dune 
mot so san pham hoac dich \u nao do. C luing la co the mua lap lai cung mot 
thuong hieu de duy tri sir tuimg thieh trong [hi gioi cua minh hoac co the mua cai 
gi do hoan toan khac de dap ung nhu cau tim kiem su da dang. 


\\ J McGuire (IV'4i. Psychological Motives and Communication Gratification, in ids JG 
Blunter and C Kat:. The L se.s of Mass Communications Sage Publications. Berverly Hills Calif 

pp 16 "-% 
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- Nhu cdu chirc ndng : Co the la xa hoi hoac phi xa hoi. Nhu cdu chirc ruing 
thiic day tim kiem san phdm giai quyet nhirng van de lien quan den lieu dimg . Vi 
du, ban co the xcm xet mua mot chiec xe cho hang Volvo co tiii khi boi no dap irng 
nhu cau an toan (nhu cau chuc nang, phi xa hoi). Thue nguoi giup viec giai quyet 
nhu cau can dirge giup da (nhu cau churc nang, xa hoi). 

- Nhu cau bieu tuong : Anh huong den each thirc cluing la cam nhiin ve ban 
than nhu the ndo va nguoi khcic cam nhiin ve cluing la nhu the niio. Thanh cong. sir 
doc lap va tir chu la nhirng nhu cau bieu tuong boi no lien ket voi ban nga cai toi. 
Tuorng tu, nhu cau ve tinh doc ddo la bieu tuong vi no huong cac quyet dinh tieu 
dung den vice the hien ban s^c ca nhan. Nhu cau ne trdnh su loqi bo , thdnh cong. vi 
the, hda nhqp nhdm va phu thuoc nhom la bieu tuong boi chung phan anh vi the xa 
hoi hay vai tro cua ca nhan. Vi du, mot so nguoi tieu dung Viet Nam mua xc 6 to 
Roll-Royce hay BMW de the hien vi the xa hoi cua ho. 

- Nhu cdu huong thu : la nhirng nhu edit lien quan den su vui illicit cam 
giac 2 \ bao gom nhu cau ve su kich thich cam gidc, kich thich ly tri va tinh mui la 
(nhu cau huong thu, phi xd hoi), nhu cau cung co quan he, tinh due va vui dm 
(nhu cau huong thu, xd hoi). Mot so nguoi tieu dung di may bay hang nhat de 
thuong thirc nhung bua an ngon va cho ngoi sang trong; nhirng nguoi khac mua dla 
DVD, nuoc hoa va quan ao de tim kiem cam giac vui thich. 

- Nhu cdu nluin thue va kich thich : cung anh huong den dong co vd hdnh vi 
lieu dimg. Nguoi tieu dimg voi nhan thirc cao (nhu cau duoc kich thich tri 6c) co xu 
huong bi loi cuon vao nhirng hoat dong nhu doc sach, va co xu huong xu ly thong 
tin chu dong trong suot tien trinh ra quyet djnh. Nguoi co nhu cau nhan thirc thap 
bj loi cuon vao cac hoat dong doi hoi it tu duy hon, chang han giai tri bang tivi thay 
vi doc sach. 

Xii Itqi Phi xd hoi 



>:h Sensor) Pleasure 
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1.1.2. Due diem nilu am 

Moi nhu cau mo ta iren day co nhimg dac diem sau: 

- Kang dimg : Nhu cau khong bao gid dupe thoa man day du. sir thoa man chi 
mang tfnh nhat thoi. R6 rang, an mot Ian sc khong thoa man nhu cau mai. Cung 
vay. ngay khi mot nhu cau ducrc thoa man, nhu cau moi xuat hien. Sau khi thoa 
man nhu cdu an. chung ta lai co nhu cau hoa nhap nhom hay nhu cau hoc hanh (nhu 
cau thanh cong). Cuoc song cua moi chung ta la mot ticn trinh khong ngirng nghi 
cua sir dap ung nhu cau. 

- Ton lai irong mot he thong cap bctc Mac du mot so nhu cau can dupe kich 
hoat tai bat ki thoi diem nao do. mot so khac co tarn quan trong Ion hon. Ban co the 
co nhu cau an trong khi kiem tra bai. nhimg nhu cau thanh cong cua ban co mire do 
iru ticn cao licm. vi the ban cr lai de hoan thanh xong bai kiem tra. sau do moi tim 
each thoa man nhu cau an. Nhieu nhu cau co the dupe kich hoat dong thoi va anh 
hudng den hanh vi mua. sir dung hay loai bo san pham/djeh vu cua ngudi tieu 
dung. Nhu vay. quyet dinh di an toi voi ban be co the dupe dan dat boi sir ket hop 
cac nhu cau nhu kich thich. thuc an va tinh ban. 

- Dirac khiuiy dimg bai cue nhim to ben trong hope ben ngoiii: Mac du nhieu 
nhu cau dupe kich hoat boi cac nhan to ben trong, mot so nhu cau co the dupe kich 
hoat boi cac nhan to ben ngoai. Viec mot ngudi ban mua mot dien thoai di dong 
ddi moi khien ban co nhu cau doi dien thoai di dong. 

- Co the xung dot: Mot hanh vi hay ket qua co truoc co the la dang mong 
muon va khong mong muon khi no thoa man dupe mot s6 nhu ciu nay, nhimg lai 
khong thoa man mot so nhu cau khac. 

Ket qua dupe goi la mot sir xung dot trdnh tiep can boi chung ta vira muon 
thuc hien hanh vi lai vira niudn ne tranh no. Thanh nien co the trai nghiem mot su 
xung dot tranh tiep can khi quyet djnh hut thude. Ho cho ring hut thuoc la sanh 
dicu (nhu cau hoa nhap nhom) va ho cung biet hut thude la khong tot cho sire khoe 
(nhu cau an loan). 

Mol xung diil tiep can xuy ra khi mot ngudi ndo do phai lira chon giiru hai 
hay nhieu phirang in dimg mong muon nhu nhan di- thoa man nhimg nhu can khac 
nhau. Mot ngudi tieu dung vira dupe mdi din du mot budi hop mat nghe nghiep 
(nhu cau thanh cong). vira dupe mdi tham du mot budi thi diu bong rd"\oi ban be 
(nhu cau hoa nhap nhom). Ngudi tieu dimg nay se trai nghiem mot xung dot tiep 
can neu xem hai phuong an nay la dang mong niudn nhu nhau. 
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Mot xung clot ne trdnh xdy ra khi ngict'ri tieu tiling phcti lira chon giira hai 
phirtrng an khong citing mong muon nine nhau, nhir la ve nha mot rninh sau buoi 
hop (nhu cau an toan) hay dgi cho den khi ban be dira ve (nhu cau hoa nhap nhom). 
Sur xung dot co the phat sinh khi ca hai phircmg an deu khong dang mong muon. 

1.1.3. Xac din It nhu can 

Boi nhu cau dan den dong co, nguoi lam thi trirong rat quan tarn den vice xac 
djnh va do ludmg nhu cau. Nguoi tieu dung thuong khong nhan thire day du ve nhu 
cau va kho khan khi giai thich chung. Suy luan nhu cau chi dua tren hanh vi cung 
kho bai nhu cau co trirac co the khong gan ket voi mot hanh vi cu the. Noi each 
khac, cung mot nhu cau (hoa nhap nhom) co the dirge the hien bai nhieu hanh vi 
khac nhau (tham ban be, gia nhap cau lac bo the tliao). trong khi do cung mot hanh 
vi (gia nhap cau lac bo the thao) co the phan anh nhieu nhu cau khac nhau (hoa 
nhap nhom. thanh dat). 

Viec suy luan nhu cau trong boi canh da van hoa lai cang kho khan. Mot so 
nghien cim chi ra rang ngiroi My sir dung kern danh rang trirac lien la de giam voi 
rang (nhu cau chuc nang). Ngirgc lai, nguoi Anh va mot so niri noi tieng Phap a 
Canada sir dung kem danh rang de dem lai hoi tho tham mat (nhu cau huiVng thu). 
Phu nuf Phap uong nuac khoang de hinh the dep hom (nhu cau bieu tirgng), trong 
khi phu nu Due uong no vi sue khoe (nhu cau chuc nang). Nguoi dan o cac nuoc 
nghco sir dung xe dap nhu mot plurong tien di lai. trong khi 6 cac giau thi no dirge 
sir dung nhu mot phuong tien the thao. 

1.2. Muc tlich 

Nhan to thu hai anh huong den sir thich ung ca nhan va dong co la muc dich. 
Mot muc dich It) mot tremg theii cuoi ciing hay mot ket qua cu the mil mot cu nhan 
mong muon dqt dirtre . 

Muc dich cua da so sinh vien moi ra truong la kiem dirge \iec lam tot. Mot 
so muc dich la cu the doi voi mot hanh vi cu the va dirge xac djnh bai tinh huong 
lien quan. Neu ban met moi. mot trong nhung nuic dich cua ban toi na\ la di ngu 
si'rm. Neu ban tlurang di hoc muon, mot trong nhung muc dich cua ban la di hoc 
dung gia. Nhung muc dich khac co the triru lugng va ben bi lion trong thdi gian 
dai, nhu la hgc gioi. sanh dieu. dep. Nhu vay. muc dich dirge xcm nhu sir bieu hien 
ro rang va cu tlie cua nhu cau. tir do djnh huong manh lion cho hanh \ i. 
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Phan hoi 


Toi cam tliay the nao vc vice 
dal dirge muc di'cli hay khong? 


1 

Thiet lap 
muc dich 

1 

Thiet lap mot dir 
dinh hirong dich 

Iloach djnh 
hanh dong 

i 

Khbi dan va kiem 
soat hanh dong 

l 

Dat dirge muc 
ticu that bai 

1 I _1_1_ \ _ 

‘'Nliirng 
muc dich 
co the theo 
duoi la gi. 
va tai sao 
muon theo 
duoi 

cluing?" 

‘‘Toi co gang 
vi dieu gi?" 

Lam the nao 
de dat dirge 
muc dich? 

(Khi nao? 6 
dan? Lam the 
nao va bao 
lau?) 

°Toi thirc hien 
ke hoaeh co tot 
khong?" 

‘‘Toi co tien 
dan den muc 
dich khong?” 
"Can dieu 
chinh dieu 
gi?" 

‘‘Muc dich van 
con quail trong 

*‘0 mire do 
nao tin dat 
dirge muc 
dich?” 


I Unit 3.5: Thief lap vd theo duoi mac dich traitg him It vi ngiriri lieu dint 

Cho du cac muc dich co the la theo tinh huong va cu the, hoac ben \ irng va 
trim lirgng. ca nhan co dong ccr cao de thuc hien cac hanh vi tirong thich nham dat 
dirge muc dich. Theo hinh 3.5. cac hoal dong nham dat muc dich dua theo mot 
khuon mau nao do. Sail khi xac djnh nuic dich (\i du nhu giam 2 kg can nang vao 
thing nay), cluing ta co dong lire thief lap mot dir dinh hirong dich. ke hoaeh hanh 
dong (xac djnh cac loai thuc an co ham lirirng calo thap \ a cac hai tap the due phii 
hap), thuc hien va kiem soil hanh dong (an kiC'ng \a tap the due). \a djnh gia 
thanh cong hay that bai trong vice dat muc dich (can lai vao cuoi thing). Cuoi 
cung. cluing ta dinh gia vice dal dirge muc dich \ a plum hoi cho fhiii lap nmc Jich 
tinrng lai . Vi vav. thiet lap \a theo duoi muc dich tro thanh nhan to thuc da\ \a 
tirirng thich cao nham dinh huong cho hanh vi. nhu vay nmc dich tao ra c lung ca 
hanh dong. 

1.3. (lid tri 

(lid in Id nlnmg niem tin hen hi vc mot hanh vi hay kit qua cd tnrd c /// Jang 
inonx muon hay Id tot Gia tri co tinh lau ben \ 6i thoi gian. khong gan lien \oi mot 
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tinh huong cu the, djnh huong cho ca nhan lira chon va danh gia hanh vi. dirge sap 
xep theo tlitr tu lam quan trong turang doi. Ca nhan the hien nhung gia tri minh dat 
ra thong qua loi noi va hanh dong cua ho. Ngirai tieu dung co dong ca xir ly thong 
tin va ra quyet djnh khi ho thay no tuang thich vai gia tri cua minh - bai do la 
nhung niem tin giup ngirai tieu dung biet dieu gi la quan trong hay tot. Nlnr vay. 
neu ban thay hoc van la cue ki quan trong, ban se co dong lire de lham gia vao 
nhung hanh vi tuang thich nhu theo hoc de lay mot tarn bang. Tir do. co the hieu 
gia trj the hien cac muc ctich duac coi trong 1 ^* va vi the co dong ccr manh Uj0 de 
thuc hien no. Gia trj va muc dich duang nhu tuang dong nhau tren khia canh ket 
qua mong muon , tuy nhicn muc dich gan vai hanh vi horn va ban than muc dich 
tuang img vai nhung muc tieu cd nhan . trong khi gia tri la cac muc tieu dang mong 
muon hi anh hirang bai cac chudn muc xd hoi. 


OiiOrj Kicnth 

biin tha 

Loi ich tain li 4 

u c vc 

n 

i 

t 


Loi ich chuc nang 

. , N 

Kicn tli 

Thupc tinh 
san pham 

t 

lie vc san pham 


Hinh 3.6: Cliuoi gid tri pinning tien - dich. 

Trong Marketing, can cir trC*n lv thuyet chiidi gid trj phmrng tien-dicli 2 ^ 
(Hinh 3.6). dong ca duac tao ra bai sir thich img cua sun phdm vt'ri gid trj cd nhan. 
Dong ca a das chi ra each thuc danh gia san pham dua tren nhieu muc dich khac 
nhau. tir cu the (thuoc tinh va Igi ich san pham) den trim tugng (kha nang san pham 
dap ung cac gia tri lau dai cua ngirai tieu dung). C o 3 cap do cua chuoi gia tri 
phuang tien-dich: thuoc tinh , Icri ich vd gid trj. Cac cap do nay tuang quan \ai 
nhau theo nghTa cap do triru tuang thap him se la phuang tien de dat dirge cap do 
trim tugng eao him (de thoa man duac gia trj cua nguai tieu dung, can phai dap 
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ling cac lari ich ma ho tim kiem, dieu nay chi co the dat dugc bang each tao ra cac 
thuoc tinh phu hop). Cap do "gii tri^ khong dugc trai nghiem co y there bdi ngudi 
tieu dung, ma chi ket noi vdi danh gia san pham thong qua lgi ich tuc thdi khi lieu 
dung san pham. 

1.4. Brin nga edi toi (2S) 

Mot khia canh khic cua sir thich ung ca nhan la sir tiremg thich cua san 
pham/thuomg hieu vdi ban nga cai toi cua ngudi tieu dung. Noi each khac. mot san 
pham/thiromg hieu dugc cho la tuong thich vai ca nhan ngudi tieu dimg khi no 
chuyen tai dugc cai toi cua ho. 

Cai toi la loan bo nhung suy nghi vd tinh cam nhin nhan ve ban than ca nhan 
va each ca nhan nghT ngudi khac nhin nhan minh nhir the ndo. Noi each khac, do 
chinh la nhan there ve due diem the chat va tinh each . ncing lire va gia tri cua ban 
than. Khong giong nhung bien so thai do kliac the hien sir danh gia mot doi tugng 
ben ngoai. ban nga cai toi la hinh anh ma ca nhan nghT ve ban than minh. Khi mua 
quan ao, chung ta thudng muon the hien minh la ai mot giao vien. mot sinh vien. 
hay mot ca si. Mot so ngudi tieu dung cam thay cac thuomg hieu nhir BMW hay 
Harley-Davidson la tuong thich voi cai toi cua hg, vi vay sir dung ede san pham co 
gdn tlnrang hieu chit yen Id de xdc dinh cai toi, vd di nhien, Id thich img vdi cd nluin. 

Ban nga cai toi la mot khai niem da tieu thuc. bao gom: 

- Cai toi cd nhan: Hinh anh ma ca nhan cam nhan tren thuc te (aw toi cd 
nhan thuc te) (vi du. ban ter nhan thay minh hoc gioi) hoac mong muon dugc trd 
thanh (aw toi cd nhan ly tuong) (vi du, ban mong muon minh tra thanh mot sinh 
vien hoc gidi). 

- Cai toi xd hoi: Hinh anh ma ca nhan cho rSng ngudi khac nghT ve minh (edi 
toi xd hoi thuc te) (vi du, ban biet rang nhung sinh vien khac trong ldp nghT minh 
hoc gioi) hoac mong muon (cai toi xd hoi ly tuong) ngudi khac nghT \i minh (vi 
du. ban mong muon nhung sinh vien khac trong ldp cong nhan minh hgc gioi). 

l ien quan den edi toi ly tuong va cai toi thuc te. edi toi ly tuong la co so so 
sinh cho edi toi time te. Neu ton tai khoang each giiru clning. ca nhan se co Jong 
co dat edi toi ly tuong. 

Khi tiep xuc vdi mot tie nhan kich thich (thuemg hieu). sir liCai ket giua tic 
nhan vdi cii toi se dugc kich boat, neu co sir tuong thich giua tic nhan \a cai toi. 
ngudi tieu dung se cd dong co hinh dong manh (mua tlnrang hieu). Vi du. mot 
ngudi tieu dung muon the hien edi toi xd hoi li mot ngudi giiu cd. thanh Jat tin se 
cd dong co manh de mua nhung mon hang nhu quan io hang hieu. cic thuong hieu 
d to noi tieng... 


Self - concept 


56 




Iliinli vi ngiriri tieu dung. 


2. Rui ro dirac nhan lhu•c <2t, 

Rui ro nhan thuc la mot nhan to khac anh huong den sir thich irng ca nhan va 
dong co. Rui ro nhan thuc la ntuc do nhan ihicc cua nguoi lieu dung ve linlt lieu 
cue long the cua mol hanh dong (vi du, mua, sir dung hay loai bo mot san 
pham/djeh vu), dua Iren vice ddnh gia cue kel qua lieu arc va xdc sudt xay ra ede 
kel qua nay. Nhu vay rui ro nhan thuc bao gom 2 thanh phan chinh: kel qua lieu 
cue cua hanh dong va xdc sudl xdy ra kel qua. Neu ket qua tieu cue co klia nang 
xay ra Ion hon, hay ket qua tich cue co kha niing xay ra it hon, rui ro nhan thuc la 
cao, su thich ung ca nhan cua hanh dong la Ion. Khi do. nguoi lieu dung se chu y 
nhieu hon, thu thap, xir ly va danh gia thong tin day du va kT luong hon. 

Rui ro nhan thuc co the lien ket voi bat cu san pham hay djeh vu nao, nhung 
co xu huong cao hon khi: 

- It thong tin ve san pham/djeh vu co s5n 

- San pham/djeh vu la moi 

- San pham/dich vu co gia cao 

- San pham/dich vu phuc tap ve mat kl thuat 

- Co su khac bict kha Ion ve chat luong giua cac thuong hieu, nguoi tieu 
dung co the lira chon kern. 

- Nguoi tieu dung it co niem tin va kinh nghiem khi danh gia mot san 
pham/djeh vu 

- Y kien cua nhung nguoi khac la quan trong, nguoi tieu dung co xu hucmg bj 
nguoi khac danh gia ve cac quyet djnh mua, su dung va loai bo mot san pham/djeh vu. 

Nhan thuc rui ro thay doi theo cac nhom van hoa khac nhau. Cu the. mire do 
rui ro cao co xu huong gan ket voi nhieu san pham cua cac nuoc kern phat tricn, co 
le do chat luong san pham o cac nuoc nay da phan la kern. Hon nura. nhan thuc rui 
ro cung thay doi theo cac dac diem nhan khau hoc. Vi du. dan ong chap nhan rui ro 
de dang hon phu nir khi dau tu vao thj trudng chimg khoan. 1 Ioac so voi nguoi co 
tuoi, thanh nien chap nhan rui ro de dang hon trong cac quyet djnh quan trong cua 
cuoc song (thay doi cong viec, noi sinh song...). 

2.1. Phan loai rui ro duffc nlian thuc 

Co 6 kieu rui ro nhan thirc: 

(1) Rui ro hieu niing: sir khdng chdc chan ve viec san pham hay dich vu hoql 
dong nhu mong muon. Ncu mot nguoi mua xe khong chac chan ve viec mot chile 
xe moi hay cu se hoat dong tot, rui ro hieu nang nhan thirc se cao. General Motors 
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tran an nhung ngudi lieu dung quan tarn den rui ro nav bang each quang cao tieu 
chuan chat lurang xe. 

(2) Rui ro tai chinh: cao hem neu san phdm hay dich vu Id Jut lien. \ i du. 
mot can nha se co rui ro tai chinh nhan thtre cao hem mot chiec tivi. 

(3) Rui ro vat chat : lien quan Jen sir gay hqi Hem tang cua son phdm dich vu 
den an loan cua ngirai tieu dung. Nhieu quyet djnh cua ngirai tieu dung duac djnh 
huang bdi dong ca tranh ne cac rui ro vat chat. Chang han vice hut thuoc co rui ro 
vat chat la anh huomg den sure khoe. Hoac viec sir dung cac thuc pham khong dat 
chat lirang se anh huomg den sure khoe. 

(4) Rui ro xd hqi : sir gay hqi tiem tang den vj tri xd hqi cua mot ngirai khi 
mua, sir dung hav loqi ho mot sun phdm dich vu. Vi du, vice mua mot san pham co 
thiromg hieu kern co the dan den rui ro xa hoi nhan thuc doi vdi mot ngirai sanh 
dieu. Hoac vice ban thich mac mot bo quan ao hip-hop den trudng co the khong 
duoc nhung ngudi khac (ban be, thay co) chap nhan. 

(5) Rui ro turn ly : pluin anh sir quan turn cua ngirai tieu ditng ve mire do mot 
san phdm/dich vu phu hap vai each ho nhan thirc ve han than. Chang han. ban la 
mot nguai thich sach se, vice mua mot san pham ve sinh than the (dau goi, xa 
phong) se tao ra rui ro tarn ly. 

(6) Rui ro thdi gian : sir khong chdc chan ve khoang thdi gian ddu nr clw viec 
mua, sir dung hay loqi hd mot san phdm dich vu. Rui ro ve thdi gian co the la cao 
neu lien quan den nhung cam ket ve thdi gian la dai han cho viec mua. su dung hay 
loai bo. Vi du, mot hap dong bao hiem an sinh giao due co the co thdi gian cam ket 
len den 18 nam. 

2.2. Riti ro va sir loi awn 

Nhu da noi d phan tren. san pham cd tinh loi cuon cao hoac thap. Mot so nha 
nghien cuu da phan loai san pham co loi cuon cao/thap theo mire do rui ro dirqc 
nhan thirc bai nguai tieu dung. Nguai tieu dung co xu huang bi loi cuon nhieu han 
bai vice mua nha. 6 to him nhung thu khac nhu thuc pham, hoa my pham do muc 
do rui ro duac nhan thuc ve hieu nang. tai chinh, an loan, xa hoi. tarn K \a thdi 
gian la cao, va do do co nhung ket qua anh hudng ldn den ca nhan. 

Noi chung. ngudi tieu dung khong thoai mai khi nhan thuc rui ro cao. Vi thd. 
ho thudng bi thuc day hanh dong va xu ly thong tin nh5m giam rui ro. nhu di thu 
thap nhieu thong tin tir nhieu nguon khac nhau (Internet, bao chi, tu vdn cua ban be 
hoac chuyen gia). Ngudi tieu dung cung co the giam rui ro bang each trung thanh 
vai mot hoac mot so tlnrimg hieu. de duy tri mire do hai long da duac trai nghiem 
trong qua khu. 

Han nua, ngudi tieu dung cd gang giam rui ro qua nhieu chien luac khac 
nhau. Mot so su dung nguyen tac ra quyet dinh don gian dan den sir lira chon an 
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toan han. Vi du, mua nhung hang hoa dat nhat hay chon mot thuang hieu dupe 
quang cao nhieu nhat, vai niem tin rang chung co chat lupng cao hem cac thiromg 
hieu khac. 

3. Su* khong tuong thlch voi tliai do co truoc 

Mot nhan to cuoi ciing anh hucrng den dong ca la mire do met a do thong tin 
mai tuang thick vai kien {hire hay thai do co truck cua ngudi lieu dung. Chung ta 
thudmg co dong ca manh de xir ly cac thong diep khong tuang thich mot each vim 
pliai vai kien thuc hay thai dp hipn tai bai chung duac nhan thuc co tinh de dpa va 
bat tien a mire do vira phai. Do do, ho se co gang loai bo hay it nhat tim hieu su 
khong tuang thich nay. Vi du, neu nguai tieu dung thay mot quang cao xe 6 to chi 
ra nhung thong tin hoi tieu cue ve thuomg hieu chiec xe vna ho dang sa huu - chang 
han ton xang nhieu han so vai thuang hieu canh tranh - ho se xu ly thong tin de co 
the hieu ro han va giai quyet cam giac khong thoai mai do. 

Mat khac, nguai tieu dung it co dong ca han de xu ly nhung thong tin khong 
tuang thich cao vai thai do co truac. Vi vay, mot nguai trung thanh vai thuang 
hieu mi an lien Acccook se khong co dong lire xu ly thong tin tir mot quang cao 
canh tranh cho rang Acecook la da va thuang hieu khac la ngon han. IIo chi dan 
gian loai bo nhung thuang hieu khac nhu the chung khong ton tai. 

HI. KIIA NANG IIANIIDQNG CUA NGUOI TIEU DUNG 

Dong ca cua nguai lieu dung khong the dan den hanh dong trir khi ngudi tieu 
ditng co kha ndng xu ly thong tin, ra quyet dinh hay thuc hien cac hanh dong. Nhu 
vay, khd ndng duac xem la bien so trung gian dieu chinh quan he giua dong ca va 
hanh dong cua nguai tieu dung. 

Kha ndng duac dmh nghia nhu Id mire do d do ngudi tieu dung co cac ngudn 
luc can thiet cho hanh dong nhdm dat duac kit qua. Neu kha nang xu ly thong tin 
cao. chung ta co the chu dong thuc hien cac quyet dinh. Nhu da chi ra a hinh 3.1, 
kien thuc. kinh nghiem. kieu nhan thuc, tri thong minh. hoc van. tuoi tac va tien la 
nhung nhan to anh hucrng den kha nang cua xu ly thong tin. mua. su dung va loai 
bo san pham/thuang hieu cua nguai tieu dung. 

I. Kien thuc ve sun phfmi va kinh nghiem 

Nguai tieu dung co the thu thap kien thuc tir trai nghiem vai san pham, dich 
vu nhu tiep xuc vai quang cao, tuang tac vai nguai ban. thong tin tir ban be hay 
truyen thong, cac quyet djnh trucrc day ve mua, sir dung san pham. hay nha lai san 
pham. 

Mot so nghien ciru da so sanh cac hoat dong xir ly thong tin cua nguai tieu 
dung theo mire do kien thuc va kinh nghiem. Ket qua cho thay nhung nguai tieu 
dung co kien thuc, hay nguai tieu dung chuyen gia , co kha nang tir duy sau sac him 
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nhung nguai tieu dung c6 ciing dong ca nhung kien thtrc kern hem. ha> nguai tieu 
dung hoc viec. Sir khac nhau ve kien thuc ro rang co anh huang den lien trinh ra 
quyet djnh mua. Nguai tieu dung chuyen gia co the xir ly thong tin theo thuoc tmh , 
trong khi nhurng nguai tieu dung hoc viec xu ly theo lai ich san pham. 

2. Kieu nhan thuc 

Kieu nhan thuc la sir ira thich doi vai each thirc trinh hay thong tin. Co nguai 
gioi ve xu ly thong tin bang hinh anh. trai lai co nguai gioi han ve xir K thong tin 
bang lai. Vi du, khi tim duang den mot nai nao do, mot so nguai thich xem ban do, 
trong khi mot so nguai khac thich doc chi dan cu the. 

Mot khia canh quan trong cua kieu nhan thuc la sir phirc tap nhan thirc. Do la 
mire do me) a do ngircri tieu ditng thich thong tin duac trinh bay dirdi dang dan gidn 
hay phirc tap. Mot ca nhan co nhan thuc phuc tap thuang tham gia vao hoat dong 
xu ly thong tin phuc tap tu cac truyen thong Marketing, chap nhan thong tin mai 
va/hay trai nguac. phan biet ro rang han khi xir ly thong tin, va xem xet tren goc do 
da dang han khi ra quyet dinh. 

3. Tri thong niinh, hoc van va tuoi tac 

Tri thong minh, hoc van va tuoi tac cung lien quan den kha nang xu ly thong 
tin. Cu the. nguai tieu dung thong minh va dugc giao due tot han co the xir ly 
thong tin phirc tap va ra quyet dinh tot han. Tuoi tac cung anh huang den kha nang 
xir ly thong tin. Nhung dira tre Ion tuoi han quan tarn den sir can bang giua lai ich 
va chi phi khi tim kiem thong tin, trong khi nhung tre nho khong co kha nang nay. 
Nguai co tuoi mat nhieu thai gian xir ly thong tin, va ra quyet dinh khong dung dan 
bang nguai tieu dung tre tuoi han. 

4. Nguon luc tai chinh 

Mac dii nguai tieu dung co dong ca, co kha nang tim kiem thong tin. nhung 
thieu tien thi van khong the ra quyet dinh mua. Dieu nay da dugc nhieu cong ty 
khac phuc bang each ho trg thong qua cac chuang trinh ban hang tra cham. ho trg 
vay ngan hang. 

IV. CO HOI CUA NGITOI TIEU DUNG 

Bien so trung gian cuoi cung dieu chinh anh huang cua dong ca den hanh 
dong la co hoi cua nguai tieu dung. Vi du. mot nguai tieu dung co dong ca luyen 
tap than the cao va co dii tien de tham gia mot cau lac bo sue khoe (kha nan 2 )i tuy 
nhien. co ta co qua it thai gian de thuc hien hanh dong nay, chiing ta noi co ay 
khong co ca hoi de lam dieu do. Nhu vay ngay ca khi nguai tieu dung co dong ca 
va kha nang, ho cung khong the hanh dong do thieu thai gian, xao lung tarn tri vd 
do nhirng nhan to khac can tra kha nang hanh dong. 
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1. 1 hoi gian 

Thai gian co anh huang den ca hoi xu ly thong tin. ra quyet dinh va hanh 
dong. Mot so nghien ciru chi ra rang nguai lieu dung co the mua sam cho chinh ho 
trong cac ki nghi quan trong: giang sinh, nam mai. Tet nguyen dan. Ly do la ki 
nghi nay se dem lai ca hoi thai gian tieu dung san pham/dich vu cho ho. Thai gian 
cung anh huang den hanh vi tieu dung luc ranh roi. Vi du, doi vai hoat dong nuoi 
ca canh, chim canh danh cho nhung nguai ban ron. nha san xuat da chc bien san 
cac loai thuc an cho vat nuoi, khong mat thai gian pha che va dam bao ve sinh. 

Nguai tieu dung ra quyet dinh duoi sue ep thai gian se thuc hien vice xir ly 
thong tin gioi han hon. Vi du, mot nguai tieu dung phai mua 30 mon hang trong 15 
phut tai cira hang thuc pham se khong co thai gian xu ly nhieu thong tin. Ho khong 
chi xu ly it thong tin han. ma con dua chu yeu tren cac thong tin tieu cue; ho nhanh 
chong loai bo nhung thuang hieu co dac diem tieu cue. 

2. Sir xao Ifing tarn tri 

Su xao lang lien quan den bat ki khia canh tinh huong nao lam phan tan sir 
chu y cua nguai tieu dung. Vi du. mot ki thi quan trong co the lam phan tan su chu 
y cua nguai tieu dung doi vai mot lap hoc the due tham my ma ho muon theo. Neu 
mot ai do noi chuyen khi nguai tieu dung dang xem mot quang cao hoac ra quyet 
djnh. su xao lang tarn tri co the lam giam kha nang xir ly thong tin. Mot so nhan to 
ca ban trong mot quang cao, nhu am nhac hay nguai mau co the lam phan tan su 
chu y cua nguai tieu dung doi vai thong diep quang cao. 

3. So luong thong tin 

S6 luong thong tin trinh bay co the anh huang den ca hoi xir ly mot thong 
diep cua nguai tieu dung. PepsiCo nhan thay rang nguai tieu dung muc tieu cua 
PepsiOne, mot loai nuac ngot co ham lupmg calo thap. can nhung thong tin that sir 
tir quang cao - khong chi la hinh anh - de ra quyet djnh mua. Doi mat vai doanh so 
tliap han mong muon, cong ty dieu chinh lai quang cao de cung cap thong tin chi 
tiet han ve huirng vj va lai ich 3n kieng cua PepsiOne. 

4. Str phu t tap cua thong tin 

Khi thong tin tra nen phirc tap han, ca hoi xu ly thong tin giam di. Dieu gi 
lam cho thong tin phuc tap? Nhung nghien ciru chi ra rang nguai tieu dimg kho xu 
ly cac thong tin k? thuat hay djnh luong han so vai nhung thong tin phi ki thuat va 
djnh tinh. Nhieu san pham cong nghe va thuoc men co nhung thong tin phuc tap. 
Han nua. nghien cuu cho thay cac thong diep chi co tranh anh ma khong co tir ngu 
se ina ho va kho xu ly. Thong tin cung co the phuc tap neu ca nhan can sap xep lai 
mol so luong Ian thong tin. Nguai tieu dung co the sir dung Internet de dinh \ j cac 
thong tin phirc tap ve dieu kicn sire khoe cu the hay cac loai thuoc khi co nhu cau. 
cac trang web thuang cung cap cac chuc nang ho tra tint kiem thong tin min each 
huu hieu. 


61 



11 <mli vi itgir&i lieu dung. 


5. Sir lap lai (hong tin 

Trong khi cac nhan to thoi gian, su xao lang, chat luong va tinh phirc t^p cua 
thong tin gioi han kha nang xir H thong tin cua nguoi tieu dung, sir lap lai thong tin 
sc gia tang co hoi xu ly thong tin. Neu nguoi ticu dung dugc ticp xiic I^p lai voi 
thong tin. ho co the xu ly no de dang horn do co nhieu ca hoi tu duy. phan tich ki 
luong va ghi nho thong tin. Cu the. nhOrng nha quang cao sir dung truyen hinh va 
truyen thanh can hoach dinh de cac thong diep den voi nguoi ticu dung muc ticu 
nhieu lan hon. nham gia tang co hoi xir ly thong tin. 

6. Kicm soat thong tin 

Nghien ciru chi ra rang nguoi tieu dung nho den va bict nhieu hon khi ho co 
the kiem soat luong thong tin, bang each xac dinh thong tin nao dugc cung cap, 
trong then gian bao lau va thco trat tu nao. Vi du, voi quang cao in an. ngtroi tieu 
dung co the kiem soat de dang hon ve noi dung thong diep, thoi gian va thir tu xir 
ly thong diep. Do do, ho co nhieu co hoi hon de lira chon nhung gi luong thich veri 
nhu cau va muc dich cua ho. xir ly thong tin va urng dung vao cac quyel dinh tieu 
dung. Nguoc lai. nguoi tieu dung nghe quang cao tren dai hoac Iren tivi se khong 
co sir kiem soat nhu vay, co nghla ho co it co hoi xir ly va irng dung thong tin hon. 
Khi nguoi tieu dung tro nen thanh thao hon trong kiem soat luong thong tin. ho co 
co hoi tap trung no luc cho xir ly thong tin nhieu hon. 


* * 


* 
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TOM TAT CHUONG 3 

Dong co phan anh mot trang thai noi tai ve sir khcri day hanh dong hudng 
dich cua ngirai ticu dung, no lire xu ly thong tin horn, ra quyet djnh can than horn. 
Nhurng ngudi tieu dung co dong ca cao thudmg trai nghiem su loi cuon cam xuc 
hay ly tri. Sir loi cuon nay co the la lau dai hay tarn thai, keo dai cho den khi dat 
dirge muc dich. Nguai tieu dung co the bi loi cuon vai cac chung loai san pham, 
thuorng hieu, quang cao, phirang tien truyen thong dai chung va hanh vi tieu dung. 
Nhurng ngirai tieu dung co dong ca cao han khi tiep xuc vai cac doi tircmg co tinh 
tlu'ch ung ca nhan - nghTa la tirang quan vai nhu cau, muc dich, gia tri. ban nga cai 
toi; khi duemg dau vai rui ro lan; hay khi doi tirang khong tiromg thich vira phai vai 
thai do co trirdc cua ho. 

Ngay ca khi dong ca cao. ngirai tieu dung co the khong dat dirge muc dich 
neu kha nang va/hoac ca hoi thirc hien la thap. Neu ngirai tieu dung thieu kicn 
thirc, kinh nghiem, tri thong minh. hoc van hay tien de hanh dong, xir ly thong tin 
va ra quvet djnh. hg khong the dat dirge muc dich. Han nira. hg khong the dat dirge 
muc dich neu thong tin khong tirang thich vai kieu xu ly, hay neu thong tin qua 
phuc \$\). Nhurng ngirai ticu dung co dong co cao ciing co the khong dat dirge muc 
dich neu thieu thai gian. xao lang, thong tin khong du, qua phire tap hay thieu sir 
kiem soat luong thong tin cung nhu bj giai han ve ca hoi. 


* * 


* 
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CAU HOI ON TAP VA THAO LUAN 

1. Djnh nghla ve Jong co. anh hudng cua no den su loi cuon'.’ 

2. Dieu gi xac djnh thu hang nhu cau trong he thong cap bac cua Nlaslow? 

3. Rui ro dupe nhan thuc anh hucmg den su thich ung ca nhan nhu the nao. 6 
loai rui ro dupe nhan thuc la gi? 

4. Kha nang anh hudng den hanh vi tieu dung theo nhung each nao? 

5. Chi ra mot so yeu to gop phan vao co hoi cua ngudi tieu dung doi vdi xu 
ly thong tin va ra quyet djnh. 

* * * 


BAITAP 

1. Chon ngau nhicn 10 quang cao tir mot tap chi. Dat cau hoi de danh gia sir 
loi cuon cua nguoi tieu dung voi mot quang cao (ly tri va cam xuc) va dong co xir 
ly thong tin tir quang cao. Chon mot mau khoang 20-30 nguoi tieu dung xem quang 
cao va yeu cau tra loi cau hoi. Kieu quang cao nao dem lai sir loi cuon cao horn? 
Nhung quang cao nay co xu huong khac nhau nhu the nao ve (a) nhan biei nhu cau 
ngicai lieu Jimg, (h) can true va noi dung vd (c) gia dinh ve kien thuc ngudi lieu 
diing (muc do chuven gia)? 

2. Phat trien kl thuat anh xa, chi ra mot so tinh huong mua hay su dung doi 
voi mot san pham hay dich vu ma ban chon. Loai nhu cau nao dugc the hien hoi 
kiem dinh cua ban 0 Nhung ung dung nao cho nguoi lam thi trubmg cua san pham 
hay djeh vu do? 

3. Hay vao mot trang web ban le. xem xet can than, mo ta thong tin cung cap 
ve mot trong nhung dac diem cua san pham. Xem kl nhung phuong an \an chuven 
\ a lhanh toan. Nhung rui ro nhan thuc nao chi ra boi thong tin tren trang web nay? 
Nguoi ban le co the tang hay giam sir nhan thuc rui ro doi voi vice van chu\en va 
thanh toan? 

4. Chon mot san pham co su loi cuon cao ma b;ui quan tarn khi mua (vi du mot 
chiec may tinh moi). Chi ra nhung nhan to khien cho san pham nay tuong thich voi ca 
nhan ban. Tiep tlieo. xem xet each thuc kien thuc hay kinli nghiem, tuoi tac ha\ tien anh 
hucmg den kha ndng xu ly tliong tin ve san pham va hanh dong mua. Cuoi cung. phan 
tich eac nhan to co hoi lien quan den thoi gian. sir xao lang va thong tin anh huong den 
hanh vi mua. Nguoi lam thi tnrcmg cua loai san pham nay can lam gi de tang dong ca 
kha ndng vd co hoi mua san pham o nguoi tieu diing ? 

it 

it it 
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Cl W ON G 4: 

NHAN THlfC 


Chucmg nay xem xet chi tiet ve tien trinh nhan thicc cua nguai tieu dung 
thong qua cac giai doan tiep xuc (27) , chit y f28) va hieu (29) thong tin cung vai cac ung 
dung Marketing. Theo hinh 4.1, nhan thicc la quan trong bai chung anh huorng den 
nhirng gi nguai tieu dung ghi nha va danh gid ve san pham. Tat ca cac thong tin 
nay se anh huomg den viec ra quyet djnh va hanh dong cua nguai tieu dung. 

I. BAN CHAT CUA NHAN THlfC 

Tien trinh xir ly thong tin la mot chuoi hoqt dong thong qua do tac nhan dicoc 
chuven thdnh thong tin va duac lieu giu trong tri nhd % cu the tien trinh nay bao gom 
cac giai doan sau (3 . 



Hm/t 4.1: Tien trinli xirly tliong tin. 


n 1 Exposure 
,:s> Attention 
lmVl Interpretation 

,),h Phong theo William J. McGuire (1976). Some Internal Psychological Factors Influencing Consumer 
Choice. Journal of Consumer Research. 2 (March), 302-319 


j.hAnhvin.toung^ 
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Theo tien trinh trcn (hinh 4.1), trudc ticn nguai ticu dung sc tiep xuc \ai trie 
nhan va chit y den no thong qua cac giac quan. Sau do so hieu > nghla cua cac tac 
nhan va dira vao tri nho dai han (chiromg 5). MAO cang cao thi ngudi lieu Jung se 
no lure nhieu de tiep xuc. chu y, hieu va ghi nhd thong tin. Tu> nhien. luu y rang tri 
nha dai han co the anh hudng den chu y, hieu thong tin. Vi du. nipt nguai lieu dung 
nha lai mot thuang hieu quen thuoc se chu y den quang cao ve thirang hieu do. 
Tuang tu. vice hieu cac tac nhan phu thuoc nhieu vao kien thuc va kinh nghieni co 
trudc cua nguai ticu dung. Chang han, mot nguai da dung mot sail pham chura nam 
da khong hieu qua se co suy nghi khong tich cue ddi vdi quang cao san pham Iren 
truyen hinh. Khan thuc la mot ticn trinh qua Jo cd nhan y time vc the g'uri xung 
quanh thong qua cac giac quan vd cung copy nghia cho the gidi Jo 

Cu the hem, nhan time la mot tien trinh qua do con nguai chuyen tai nhflmg 
an lircmg cam giac thanh quan diem chat die va thong nhat ve the giai xung quanh. 
Nhan tliirc bao gom hai boat dong chinh: cam giac (tiep xuc. chu y) va hieu. I lai 
lioat dong nay co the dic*n ra theo thu tu hoac dan xen, cung co Ian nliau. 

Truac khi di \ao cac giai doan cu the cua nhan thuc. Chung ta \em xel nhan 
thuc qua 5 giac quan - col yeu cua tien trinh nhan thuc. 

II. NHAN THUC QUA 5 GIAC QUAN 

Nguai ticu dung tiep nhan the giai xung quanh qua 5 giac quan: thi gicic . 
thinh gicic. vj gicic. khicu gicic vc) xuc gicic. 

1. Nhan thuc qua thj giac 

Nhirng yeu to khoi day nhan tliurc thi giac la: 

- Kich co: Kich cd thu hut sir chu y. KJii chon mua gitra cac san pham canh 
tranh. ngudi ticu dung co xu hudng mua cac san pham co bao goi kVn him. 

- Man sac: Mau sac la mot nhan to cue ki quan trong trong nhan thuc qua 
thi giac. Thuc ra nghien cuu cho rang mau sac quyet djnh viec chung ta cd nhan 
thay tac nhan kich thich hay khong. 

* Cac ticu time mau sac: Mot mau sac da cho co the duirc mo ta theo 3 ticu 
thuc: gam mau. do Jam nhat. do sang tdi. Gam mau lien quan dCm sue id co trong 
mau sac. Cac nha nghien cuu da phan loai mau thanh 2 loai chinh: mau none nhu 
do. cam. \ ang. va mau lanh nhu xanh la cay. xanli duang va tim. Do Jam (con goi 
la sac do mau) lien quan den do tirai tliam cua mau. dan den su phan biet gitra mau 
hong nhat va hong dam. Do sang lien quan den dp sau cua tong mau. Mot mau 
hong dam cd the rat sang (mau hong sang) ha\ rat toi (mau tim). 

^ I lieu ling cuu man sac len phan ling sinh ly vc) lam trong: Mau sac co the 
anh hirong len phan irng sinh ly va tarn trang cua chung ta. Nhurng nha tarn l\ \e 
mau sac da pliat hieu ra rang iiliung mau am thudng kich thich boat dong >a hao 
hue. trai lai nhflmg mau lanh la em Jem va thu gian han. \'i va\ mau lanli phu hop 
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vai nhung nai nhu cac dirong duang hay phong kham benh, nai nguai tieu dung 
can co cam giac binh tinh va can thcri gian de ra quyet dinh. Ngugc lai, nhung mau 
sac am thich ung vai nhung nai nhu cau lac bo sue khoe, cua hang thuc an nhanh, 
nai can muc do hoat dong cao. Mot nghien cuu chi ra rang nhung mau sac dam han 
va toi hom tao ra sir soi noi nhieu han la nhung mau nhat va sang hom. 

+ Mau sac va sir ua thich: Mau sac co anh huong Ion den sir ua thich cua 
nguai tieu dung doi vai san pham. Vi du. mot ly do ma nguai tieu dung bi thu hut 
dau tien bai may tinh iMac cua Apple la do mau sac rat bat mat. 

2. Nhan thuc qua thinh giac 

Am thanh the hien mot yeu to dau vao khac cua cam giac. Mot chi so de xac 
djnh mot am thanh co dugc nhan thuc hay khong la cucmg do am. Nguai tieu dung 
chu y han den am thanh to hoac tieng on manh. Nha san xuat rugru Vodka Absolut 
da tao ra mot quang cao tap chi biet noi bang each gan vao mot con chip may tinh 
trong trang quang cao. Kieu am nhac dugc sir dung a cac cua hang ban le tao ra 
hieu ung hap dan len hanh vi mua hang. Cu the, nhip dieu nhanh tao ra su di 
chuyen nhanh, trai lai tiet tau chain gay hieu ung ngugc lai. Am nhac tiet tau nhanh 
lam tang doanh so han 38% do khuyen khich viec mua hang. 

3. Nhan thuc qua vi giac 

Nhung nguai lam thi truong cho rang thuc pham va do uong phai nhan manh 
den nhung nhan thuc ve vi giac trong cac quang cao. Nguai lam thi truong thuang 
co gang theo doi khau vj cua nguai tieu dung thong qua cac kiem djnh vj giac. 
Nhieu thuc pham va do uong dugc kiem djnh ki luang truac khi dua ra thi truong. 
Tuy nhien. doi khi nhirng kiem djnh nay co the dem lai ket qua trai vai mong dgi, 
nhu truong hgp Coca-Cola khi dua ra New Coke. Do thi phan nguai tieu dung tre 
cua Coca-Cola da bi thu hep lai so vai thj phan cua Pepsi, Coca-Cola thiet ke mot 
loai nuac cola co vi giong nhu Pepsi. Quyet djnh nay dugc ho trg bai cac kiem 
djnh cho thay nguai tieu dung thich cong thuc mai han. Tuy nhien, nhirng nguai 
uong Coca-Cola lau nam van trung thanh vai cong thuc cu han. Vi vay. New Coke 
da gay ra phan ung du doi a cong chung, den noi Coca-Cola bat buoc phai giai 
thieu lai san pham Coca-Cola cu. 

4. Nhan thuc qua khuu giac 

Neu bi b|t mat va dugc yeu cau ngiri mot do vat. da so nguai tieu dung se kho 
nhan biet no. Tuy nhien. nguai tieu dung khac nhau se co kha nang nhan biet mui 
huong khac nhau. So vai nhung nguai tre tuoi thi nhirng nguai lan tuoi kho nhan 
biet mui huong han. a nam giai thi kha nang nav kern him so vai phu nir. Nguai 
lam thi truong quan tarn dC'n hieu ling cua mui huong len phan ung cua nguoi tieu 
dung, thu san pham. ua thich va mua. Vi du. mui bac ha ga\ kich thich. mui hoa 
hue lam thu gian. Thuc te mot so nghien cuu chi ra rang nguoi tieu dung cam tha\ 
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cang thang hay thu gian phu thuoc vao su co mat cua mui hucrng. Ly thuyet nay la 
then chot de phat trien nganh san xuat nude hoa. Mot so cam xuc cua chung ta gin 
ket vdi mui huang. Vi du. mui m3n cua bien khidn chung ta nhd lai nhung ki nghi 
da trai qua. hay mui khoai nudng lam song lai cam giac thdi tho au. 

5. Nhan thuc qua xuc giac 

Mac du chung ta it bict ve nhan thuc qua xuc giac hon la khiru giac. xuc giac 
lai la mot yeu to rat quan trong cho nhieu san pham va dich vu. Cung nhu nhung 
giac quan khac. xuc giac co nhirng hieu ung sinh ly va cam xuc quan trong. Chung 
ta co the cam thay duac kich thich hay thu gian khi nhan thirc qua xuc giac. Mot 
trong nhung tieu chuan quan trong de cac ba me chon mua kern dudng da. san 
pham ve sinh cho tre em la lai ich ve su em diu ma san pham dem lai. Hoac ngudi 
tieu dung di mat xa de duac su xoa bop va thu gian. Khi mua hang, ngudi tieu 
dung muon sd nan san pham trade khi mua, cung nhu cam giac khi thu quan ao va 
giay dep la nhan to quan trong trong quyet djnh mua. Tinh huru hieu cua nhan thuc 
qua xuc giac con phu thuoc vao nen van hoa. So vdi ngudi My va phuang lay. 
viec tiep xuc gan gui vdi ngudi khong than thiet duoc xem la khdng phii hap vdi 
ngudi Chau A. 

III. NGUONG NIIAN THUC 

Giac quan cua chung ta tiep xuc vdi nhieu tac nhan tai mot thdi diem nao do. 
Nhan thirc tat ca cac tac nhan la qua mire va circ ki kho khan. May man thay la viec 
xir ly giac quan cua chung ta duac dan gian hoa qua viec nhieu tac nhan khong 
duac nhan biet co y thirc. De nhan thirc mot su vat nao do. no phai du manh ddi vdi 
chung ta. 

Cudng do tac nhan duac do ludng bang dan vj. Cudng do cua mui huong co 
the duac do ludng bang su co dac cua tac nhan trong san pham hoac trong khong 
khi. Cudng do tac nhan am thanh duac do ludng bang de xi ben va tan suat. cudng 
dp tac nhan mau sac co the do ludng bang cac dac tinh nhu do sang, do dam va sac 
to. Cudng do tac nhan xuc giac co the duac do bang trong luang cua ap suat. 

1. Ngtrung tuyet d«*)i 

Ngudng tuyet ildi la cudng ilo toi thieu de mot tac nhan co the duoc nhan 
thirc. Noi each khac. ngudng tuyet ddi la cudng do can thiet nham nhan bict su 
khac biet giua viec co va khdng co gi ca. Vt du. gia sir ban dang lai xe tren dudng 
cao toe \a ed mdt pano quang cao a dang xa. Ngudng tuyet ddi la diem ma a do 
ban cd the thay pand lan dau. Trade diem do. pand o dudi ngudng nhan thirc tuyet 
ddi va khdng du manh de thay duac. 

Vice xac djnh ngudng tuyet ddi duac tinh theo djnh luat Weber (Dang 4.1): 

Djnh luat Weber: K = Al l 
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Chang han: 

I : Cucmg do anh sang goc 

AI : Cuong do them vao 

K : Hang so 

Anh sang ngon nen I = 100 ngon AI = 8 ngon (K = 0.08) 


Bang 4.1: Cac chi so nguong nlian tluic tinli tlieo din It lit (it Weber. 

Cam giac 

Hang so Weber 

Soc dien 

0.013 

Do bao hoa 

0.19 

Trongluong 

0.02 

Gang tay 

0.22 

Chicu dai 

0.3 

Do rung 60Hz 

0.36 

Am luong 

0.048 

Do sang 

0.08 

Vj giac 

0.83 


2. Ngudng khac bict 

Trai lai voi nguong tuyet doi chi lien quan den viec nhan thirc mot tac nhan. 
ngudng khac biet lien quan den su khac nhau ve cucmg do can ihiet de co the nhan 
thirc khac nhau git'ra hai tac nhan. Vi vay nguong khac biet la mot kliai niem tuong 
doi. thuong dupe goi la sir khac biet vita dii de nhan biet ,}h . Vi du. khi ban di 
kham mat, bac sT mat thuong cho ban xem mot hang chu qua nhieu mat kinh khac 
nhau. Neu ban tim ra sir khac biet giua 2 cap kinh. mat kinh moi se du khac de vupt 
qua nguong khac bict. 

3. Nhan thirc diroi nguong^'’ 

Khai niem nguong nhan thuc la quan trong cho mot hien tupng khac - nhan 
thirc duoi nguong. Gia su ban dang ngoi xem phim va thay cac thong diep quang 
cao nhu "Hay an bap rang Popcorn” va "hay uong Coke". Tuy nhien. moi thong 
diep chi xuat hien tren truyen hinh trong tich tac. voi thoi gian ngan nhu vay ban se 


' J, ' Just noticeable difference j. n d 
,,!l Subliminal perception 
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chi thay thoang qua ma khong hieu gi ve chung. Nhung tac nhan nhu vay. dupe 
trinh bay duai nguang nhan thuc goi la cac thong diep duai nguang. va nhan thiic 
cua chung ta ve chung goi la nhan ihirc dudi nguang. Nhu vay. nhan time dm 
nguang Id su kich hoat cac gidc quan hdi cac tdc nhan dudi nguang nhan thuc. 

\hqn thuc dudi nguang khde vdi xu ly ngoai tarn chit y. V ai xu ly ngodi tan 
chit y. chung ta chu y true tiep den mot su vat ndo do (mot bai bao trong tap chi) 
chu khong phai la mot tac nhan (mot quang cao trong tarn nhin ngoai w). \ ai nhan 
time dudi nguang. chu y cua chung ta se hudng true tiep den tdc nhan. \ ai xu ly 
ngoai tarn chu y, tac nhan hien dien day du. neu chung ta chuyen hirang su chu y 
va nhin true tiep vao quang cao hay pano, chung ta co the de dang tha\ no. Ngupc 
lai. cac tac nhan duai nguang hien dien qua nlutnh khien rat kho nhan thuc duac. 

IV. TIEN TRJNII NILVN THUC 

Tien trinh nhan thuc gom 3 giai doan. tiep xitc. chit y vd hieu , duac khai mao 
bang su tiep xuc cua ngucri tieu dung vai tac nhan kich thich. 

1. Tiep xuc 

Su tiep xitc plum dnh tien trinh qua do ngudi tieu dung tiep xitc vat ly vdi tdc 
nhan. cd nghia tdc nhan ndm trong vitng cam thu gidc quan cua ngudi tieu diing. 

Tdc nlian gom nhung tac nhan Marketing : thong dicp va thong tin ve san 
pham hay thuong hieu duac truyen thong bai nguai lam thi truong (thong qua 
quang cao. nguai ban. bieu tuong thuong hieu, bao goi. ki hieu. gia ca....); va 
nhung tac nhan ngoai Marketing : phuang tien thong tin dai chung. truy en mieng... 
Nguai tieu dung co the tiep xuc vai cac tac nhan tai cac giai doan mua. su dung 
hay loai bo san pham. Do viec tiep xuc la quan trong cho cac xu ly tiep theo cua 
nguai tieu dung, nguai lam thi truong can phai dam bao nguai tieu dung tiep xuc 
duac vai cac tac nhan. 

/. /. Mtirng nltdn to tdc dong den sir tiep xitc 

De nguai tieu dung tiep xuc vai mot tac nhan. thi doi hoi tac nhan do phai dat 
trong moi truong true tiep cua ho. Nhu vay. cac chi so chi su hien dien true tiep va 
trong tarn cua cac tac nhan chinh la cac nhan to anh huang den mire do tiep xuc cua 
nguai tieu dung vai cac tac nhan. 

- 17 tri cua mot quang cdo: Tiep xuc vai quang cao la Ion nhat khi no dupe 
dat a doan dau hay cuoi cua mot chuang trinh. do nguai tieu dung van con bi loi 
cuon bai chuang trinh. dang cha xem de xem tiep. Cung vay. nguai tieu dung 
thuong chu y den nhung quang cao dat gan cac bai bao va trong cac chuang trinh 
truy en hinh ma ho quan tarn. 

- Phan phai san pham vd sap dot quay hang: Muc dp phan phoi cua thuong 
hieu cang rong. kha nang tiep xuc cua nguai tieu dung vai thuong hieu cang Ion. 
Cung vay. khong gian danh cho san pham tren quay hang cang Ion thi su tiep xuc 
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vai san pham cang tang. Horn nua, nguai tieu dung tiep xuc nhieu nhat vdri cac quay 
tnmg bay canh loi di. 

- S an pham chare dut tai nhirng dja diem tnmg tarn trong cua hang ncri co 
nhieu nguai qua lai va co nhieu thai gian roi chu y den chung, dong nghla vai gia 
tang tiep xuc. Vi du, vice ban gia tang nhieu nho vao tiep xuc cao horn a nhOmg 
diem trung bay tai loi di chinh, quay tinh tien sieu thi. cua hang. 

1.2. Tiep xiic co clion loc 

Trong khi nguai lam thj trirong rat vat va de tao dieu kien cho vice tiep xuc cua 
ngircri tieu dung voi san pham/thuong hieu, ngircri tieu dung lai la ngircri quyet dinh 
vice tiep xuc co xay ra hay khong. Noi each khac, nguai tieu dung co the chu dong tim 
kiem mot so tac nhan nay va ne tranh cac tac nhan kliac (roi phong khi thay quang cao 
tren tivi, chuyen kenh tivi, thu hinh cac bo phim de loai bo quang cao). 

Tai sao nguai tieu dung ne tranh quang cao? Mot phan la do ho phai tiep xuc 
voi qua nhieu quang cao den noi khong xu ly dugc. 0 Viet Nam, cac to nhat bao 
dugc ua chuong (Thanh nien, Tuoi tre) ngay cang co nhieu trang quang cao khien 
nguai doc cam thay it hung thu han, cung nhu cac chuong trinh truyen hinh VTV1 
va VTV3 bj ngay cang nhieu quang cao han khien nguai xem tra nen buc boi. Cac 
bac phu huynh muon han che su tiep xuc vai quang cao cua con cai ho. do tre kho 
phan biet giura cac thong diep quang cao va thong tin. 

1.3. Do I no it g sir tiep xuc 

Nhu da thao luan a chuong 2, nguai lam thi trirong su dung dir lieu tu cac 
cong ty nghien cuu chuyen nganh de theo doi viec tiep xuc vai quang cao. Nielsen 
nghien cuu sir tiep xuc vai cac chuong trinh tivi va quang cao bang each lap dat cac 
dong ho theo doi vice xem TV cua 5.100 ho gia dinh My. May dem luu lupng giao 
thong dugc su dung de tinh so lupng 6 to di ngang qua pano moi ngay. Khong may 
la nhurng cong cu nay chi dem xe chu khong dem nguai. nen khong the biet dugc 
so hrgng nguai trong moi xe va ho co thuc su co thay pano quang cao hay khong. 
Nhung nguai lam quang cao ngay cang quan tarn den viec do luang quang cao tren 
mang. Hien tai, nguai lam quang cao khong co each nao biet dugc chinh xac bao 
nhieu nguai tieu dung xem quang cao cua hg, mac du ho co the biet dugc so lirimg 
click chuot vao trang web. 

2. Chu y 

Sir chu y Id tien trinh qua do cd nhan phan hd mot phan boat dong tri oc cua 
minh cho mot tac nhan. Tien trinh nay xay ra khi cac tac nhan kich hoat mot hay 
mot so cac giae quan cua nguai tieu dung va cam giae tiep nhan dugc dua vao tri 
oc de xu ly. 

Mot mire dp chu y nao do Id can thief du de cd nltdn hieu mot thong tin ndo 
do (thong tin kich hoat giae quan). Han nua, sau khi nguai tieu dung hieu thong 
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tin, ho co the chuy nhieu han den no va tiep tuc tham gia hoat dong xir ly thong tin 
cap do cao hom. Moi quan he giura sir chu y va nhan thuc giai thich ly do tai sao 
nguai lam thj truang can hieu nhung d&c diem cua su chu y va tim ra each thuc 
t&ng cuang sir chu y doi vai tac nhan Marketing. 

2.1. Nit ting dac diem cua sir chuy 

Sir chu y co 3 dac diem then chot: (1) co tinh chon loc, f2) co the phan chin, 
va (3) co giai han: 

a. Sir chu y co tinh chon loc: Tinh chon loc la quyet dinh doi tuong nao - 
trong so hang tram doi tuong - nen tap trung sir chu y tai mot thai diem nao do. So 
luong cua cac tac nhan ma chung ta tiep xuc tai mot thai diem la qua Ion. Vi du, 
nguai di mua sam a sieu thj co the tiep xuc vai rat nhieu tac nhan nhu san pham, 
thuong hieu, quang cao, hang hoa trung bay, dau hieu, gia ca, bieu tuong, bao goi 
vao ciing mot thai diem. Noi chung, chung ta khong the xcm xet tat ca cac tac nhan 
mot each dong thai, ma phai xac dinh tac nhan nao dang de xir ly. Do sir chu y la 
chon loc, chung ta co the kiem soat nhung gi ma chung ta dang tap trung. 

h. Su chu y co the duac phan chia: chung ta co the chia nguon lire tri oc 
thanh nhung dan vj va phan bo chung cho cac cong viec khac nhau. Vi du, chung ta 
co the vira di xe vira noi chuyen. Chung ta co the phan bo sir chu y mot each linh 
hoat de dap ung nhu cau lam viec trong moi truang, nhung chung ta cung co the bj 
xao lang khi co nhimg tac nhan loi keo sir chu y. Neu ban xao lang vai mot san 
pham hay quang cao, sir chu y danh cho no se giam manh. 

c. Su chu y la co giai han: Mac du co the phan chia su chu y, chung ta chi co 
the chu y den nhieu thu cung luc vai dieu kien xu ly tuong doi tu dong, quen thuoc 
va it no luc. Vi du, ban co the vira xem tivi vira nghe mot nguai ban noi chuyen, 
nhung neu cau chuyen chuyen sang van de nghiem tuc, ban phai tat tivi de tap 
trung sir chu y vao cau chuyen cua nguod ban. Sir chii y co giai han giai thich tai 
sao nguai tieu dung den mot ctra hang khong quen it quan tarn den san pham moi. 
han la cung nhung nguai tieu dung do den mot cira hang quen. 

2.2. Sir cliuy co trong trim va khong trong trim 

Ba dac tinh nav cua su chu y lam phat sinh vin de la ta co the chu v dC ; n di^u 
gi do trong tarn nhin ngoai vi cua ta, ngay ca khi dang tap trung chu y \ ao mot thu 
khac.Vi du, khi ban di xe tren duang, ban co the xir ly bat cur thong tin nao tir pano 
ben duang, ngay ca khi ban chi tap trung nhin vao con duang phia truac. 

a. Xu ly ngoai tarn chu y la xir ly khong y thuc d6i vai mot tac nhan trong 
tarn nhin ngoai vi. Vai hinh thuc xir lv nav, hau het nguon lire cua chung ta deu tap 
trung vao mot sir vat, mot it nguon lire con lai danh cho mot sir vat khac. Chung ta 
chi danh mot mure do chu y du doi vai doi tuong trong tarn nhin ngoai vi de xu ly 
mot dieu gi do ve doi tuong. Nhung \ i mire dp chu y la qua han che. nen chung ta 
khong nhan thirc duac la dang chu y va xu ly thong tin \i d6i tuimg do. 
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b. Ban cdu nao: Kha nSng xir ly nhung thong tin ngoai tam chu y phu thuoc 
vao viec (1)tac nhan trong tam nhin ngoai vi la hinh anh hay tir ngu va (2) no dirge 
dat vao ben phai hay ben trai cua doi tugng ma chung ta tap trung. Tac dong cua 
cac tac nhan phu thuoc vao each thuc xu ly thong tin cua hai nira ban cau nao cua 
con nguoi (hinh 4.2). Ban cau nao phai co kha nang xir ly tot doi voi am nhac. hinh 
anh va thong tin khong gian. suy luan va rut ra ket luan. Ban cau nao trai ngirge lai 
co kha nang xu ly tot doi voi cac don vj xu ly co the ket hop dugc. Ban cau nao 
nay thuc hien cac cong viec nhu tinh toan, xu ly cac tir ngu khong quen thuoc va 
thiet lap cau. 

c. Xir ly ngoai lam chu y, ua thich doi voi ten thirong hieu va lua chon Mac 
du chung ta co the chu y va danh mot mire xir ly toi thieu doi voi cac tac nhan trong 
tam nhin ngoai vi, mot cau hoi quan trong dat ra la nhung tac nhan dugc xir ly 
ngoai tam chu y nay co anh huong den viec ua thich mot thuong hieu hay quang 
cao, va roi anh huomg den cac quyet dinh mua hay sir dung mot thuong hieu cu the 
khong. Mot so nghien ciru chi ra rang xir ly ngoai tam chu y khiC‘n thuong hieu tro 
nen quen thuoc hon. va chung ta thuong thich nhung ten thuong hieu quen thuoc. 
Trong mot nghien ciru khac, nguoi tieu dung co xu huong xem xet lira chon mot 
san pham ma ho da tiep xuc (ngoai tam chu y voi quang cao) hon la so voi san 
pham khong dugc tiep xuc. Trong truong hgp nay, xir ly ngoai tam chu y co the 
anh huong den su quan tam cua nguoi tieu dung doi voi san pham. ngav ca khi ho 
khong nho la da nhin thay quang cao. 
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2.3. Cac nh fin Id tic dong den sir clui y 

Mot so dac diem cua tac nhan thircmg thu hut sir chu y mot each doc lap ven 
cac nhan to thuoc ve ca nhan nguai tieu dung. 

a. Cac nhan to thuoc re tac nhan: 

- Kich cd va ctrong do: Kich ca cua tac nhan anh huong den xac suit chu y 
Nhumg tac nhan co kich ca Ian thuimg dupe chu y han nhumg tac nhan co kich ca 
nho. Mot trang quang cao so thu hut sir chu y hon nira trang quang cao. Ben canh do. 
tan suit xuat hien cung co tac dung nhir kich ca cua tac nhan. chang han. quang cao 
xuat hien nhieu lan han trong cung mot so brio sc thu hut sir quail tarn nhicu han. 

- Mdu sac vci tinh dong mau sac rue ra va hinh anh dong sc thu hut sir chu \ 
nhieu hon. Mot nghien cuu ve mau sac trong mot quang cao tren bao chi ra rang 
doanh so tang 41% khi them mot mau vao quang cao den trang. 

- Vi tri: Vj tri cua mot tac nhan trong tarn mat cua nguai tieu dung co anh 
huong quan trong. Nhumg tac nhan nam a trong lam tarn mat cua ca nhan sc thu hut 
sir chu v nhieu hon. Vi vay. cac nha san xuat hang tieu dung thircmg tranh gianh vj 
tri trung tarn tarn nhin a cac sicu thi. cua hang. 

- Sir rieng bici Day chinh la sir tach bict cua tac nhan ra khoi nhirng tlnrc the 
kliac. Viec su dung khoang trang xung quang tac nhan trong quang cao la ap dung 
nguyen ly nay. 

- Hinh time trinh bay: vice trinh bay dim gian. ro rang sc thu hut sir chu y 
him \ icc trinh bay phtre tap. Cac ycu to trong thong dicp gia tang no lire xir ly 
thong diep co xu hirdmg lam giam su chu y. do la truang hop cua nhirng quang cao 
khong ro rang va co sir chuyen dong kliong phu hop (qua nhanh hay qua chain). 
Cung nhir vay. cac thong dicp quang cao tren tru\cn thanh la kho hicu khi co giong 
doc la. am lirimg nho. nhicu am.... \a nlur \a\ kliong tao ra sir chu y l uy nhicn. 
hinh tlnrc trinh ba\ cung tuimg tac manh \ai dac diem ca nhan. Sir phire tap cua 
thong dicp doi \ai nguai nay lai dupe xem la hap dan doi \ ai nguai kliac 

- Thong dicp nen: Nghien ciru chi ra rang day nhanh toe Jo cua thong JiCp co 
the gia tang su chu y. do goi la nhirng thong dicp nen. Trong mot nghien cuu thu 
nghiem. quang cao 30 giay co the giam xuong 24 giay bang mot dung cu khong tao 
ra sir sai lech ve am thanh. Nhung quang cao nen dupe xem la hap dan him. tao ra 
it nhat cung mire do nha lai san pham. so \ cri quang cao theo tieu chuan. no tao ra 
su tap trung chu y. 

- So lining thong tin Da so nguin tieu dung Jcu co kha nang xir ly thong tin giiri 

hail. Su qua tai thong tin x^ty ra khi nginri tieu Jung tinmg tac \oi qua nhicu thong nr 
Jen ndi ho khong con chu y Jen no. \’i the dan Jen sir chan nan. ngimg r.: quyci Jinl* 
hoac lira chon ngau nhicn hay su Jung thong tin co san kliong toi uu iam th 

truimg can trinh bay mot so lirang then chot thong tin va cau true thong J:2 p phu hoj 
Jc \ icc xu ly tra nen Je Jang hern doi vdi nguai tieu Jung. 
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b. Cac nhan to thuoc ve nguoi tieu clung 

Day chinh la nhung dac diem cua nguoi tieu dung. Sir quan tarn, muc dich hay 
nhu cau dirdmg nhu la nhurng dac diem ca nhan cor ban tac dong den sir chu y, horn 
nua kha nang cua nguoi tieu dung cung anh hircmg den sir chu y nay. Ngudd tieu 
dung tim kiem (liep xuc) va xem xet (chu y) den nhumg thong tin thich img voi nhu 
cau cua ho. Vi du. ngiroi tieu dung quan tarn den vice di du ljch se chu y den nhung 
quang cao ve du ljch. Cac bac phu huynh co con nho quan tarn den van de an toan 
sue khoe cho tre em thuomg chu y den cac khuyen cao tren nhan dan thirc pham. 

c. Ccic nhein to tinh Huong 

Cac nhan to tinh huong lien quan den cac tac nhan khac trong moi triromg 
ngoai tac nhan trong tarn va/hoac nhurng dac diem nhat thoi cua ca nhan dugc tao ra 
boi moi trudmg, chang han nhu sue ep ve thoi gian hoac sir dong due a cua hang. 
R6 rang, mot nguoi dang voi se it chu y cac tac nhan siin co hom khi co nhieu thoi 
gian. Hoac mot ngucri vao mot cua hang dong nguoi, nong nuc se khong chu y den 
nhieu tac nhan s5n co ma co gang giam thieu thoi gian co mat 6 cua hang do. 

2.4. Phan (loan thi truvng theo sir clui y 

Mot loat cac nghien ciru dat ra cau hoi sau: neu chung ta chu y den nhurng sir 
vat tuong thich. vui nhon. gay bat ngo va de xu ly, chung ta co the xac dinh cac 
nhom nguoi tieu dung bi anh huong nhieu hon khong? De tra loi cho cau hoi nay. 
cac nha nghien cuu da gan thiet bi theo doi vao mat nguoi tieu dung de theo doi sir 
tap trung thi lire cua ho vao mot quang cao in an. Quang cao dupe chia thanh nhieu 
phan nhu hinh anh, bao goi, tieu de va phan ra loai kich co Ion hoac nho. mau hay 
den trang. Ngiroi nghien cuu xac dinh 3 nhom nguoi tieu dung theo each ho chu y 
den quang cao. 

Mot nhom chu y it nhat den quang cao do cac yeu to trong quang cao khong 
thich img voi ho. Nhom thu hai theo doi quang cao lau hon va duerng nlur tap trung 
vao nliung yeu to thi giac vui nhon, nliu hinh anh. Nhom cuoi cung xem quang cao lau 
nhat. Nhurng nguoi lieu dung nay bj anh huong boi kich co cua quang cao. nhung ho 
danh thoi gian nhu nhau cho hinh anh, bao goi, tieu de va thong diep chinh. Cac nha 
nghien cuu ket luan rang nhom nay da chu y den moi yeu to bod san pham thich ung 
\cri ca nhan ho va nhan thirc viec mua tiem an rui ro. Vi the, nguoi tieu dung can mot 
khoang thoi gian chu y lien tiic de danli gia dung dan thong tin quang cao. 

2.5. Thoi quen 

Khi mot tac nhan tro nen quen thuoc. no co the mat di kha nang thu hut sir 
chu y. ket qua na\ dupe goi la thoi quen. Hay nghi ve Ian cuoi cung ban mua mot 
mon do moi trang tri cho can phong cua ban. Trong nhurng nga> dau. co Ic ban da 
chu y den no moi khi ban bude vao phong. Tuv nhieu. thoi gian qua di. ban co le se 
it chu y hon va den mot luc nao do ban se khong chu y den no nura. Ban da tro nen 
quen think voi no. 
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3. Hieu <3J) 

Hieu theo nghTa rong la viec gcin y nghTa cho tdc nhdn theo sin nghl vd tinh 
cam cd nhcm. Hieu gom hai loai: hieu ly tri va hieu cam xitc. 

3.1. Cdc cdclt hieu 

Hieu ly tri la mot tien trinh sap xep cdc lac nhdn vdo cdc cluing loai y nghTa 
hien tai Do la mot tien trinh tuong tac. Viec bo sung them thong tin moi \ao cac 
chung loai da co se lam thay doi cac chung loai nay va thay doi rnoi quan he cua 
chung vm cac chung loai khac. Khi dau dia DVD Ian dan tien dupe Jua ra thj 
trirong, no dupe nhom thanh chung loai dau dia de danh gia. C'ach hieu cua nguui 
tieu dung chir khong phai thuc te khach quan anh lurong den hanh \ i nguoi tieu 
dung. Chang han. neu nguoi tieu dung hieu rang gia thap hem nghTa la chat luong 
thap ham. thuang hieu moi se khong thanh cong. bat ke thuc te khach quan. Cach 
hieu nav la khac nhau theo ca nhan. 

Hieu cant xiic la plum img cam xuc hay tinh cam duoc kluri mao b<ri cdc tdc 
nhdn. Chang han. mot tinh cam am ap. you thuang dupe khai day khi tha> quang 
cao ve cm be. Giua cac ca nhan khac nhau thi each hieu cam \uc cung khac nhau. 
ehang han mot ngum kliong thich tre nho thi se khong co cam xuc nhu tren. 

3.2. Tien trinh hieu 

3.2.1. Plidn loai 

Su plum locii xav ra khi nguoi tieu ilimg gdn nhdn, nhcin dien vet phdn loai 
mot edi gi mdi. 

Nguoi tieu dung co the phan loai iMac nhu la mot kieu may tinh. cBa\ la mot 
noi moi de mua ban hang hoa cu. Mot khi nguoi tieu dung da phan loai mot su vat. 
ho se biet no la gi. no nhu the nao \ a no giong cai gi. Cach thuc nguoi lieu dung 
phan loai mot hang hoa co nhieu img dung cho Marketing. \ i no anh hiromg den 
muc do danh gia mot hang hoa. sir ki \ ong. lira chon va hai long doi \cri hang hoa. 
Vi du. nghien ciru chi ra rang nguoi tieu dung tiep xuc voi cac thuomg hieu mo 
rong co the nhanh chong phan loai thuong hieu me mot each dung dan. Ngan hang 
Quan dpi MB (Viet Nam) dupe nguoi tieu dung xep vao ngan hang phuc \u rieng 
cho Quan dpi. lam anh huong den muc do thu hut khach hang. 

Phan loai la nipt tien trinh tarn ly co ban co nhung ung dung nhu sau doi voi 
nguoi lam thj truong: 

- Suy hum: Neu phan loai mot san pham nhu la mot thanh \ien cua mot 
chung loai. co the su\ luan rang san pham co nhung dac tinh hay thuoc tinh dien 
hinh cua chung loai do. \'i du. nguoi tieu dung co the suy luan rang boi vi mot 
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thuong hieu cu the la mot may tinh, no co man hinh mau va 6 cung. Nhung suy 
luan nay co the dung nhung khong phai trong tat ca cac truong hop. 

- Tu duy: Phan loai anh hucmg den mire do nguoi tieu dung suy nghl ve mot 
su vat nao do. Nguoi tieu dung co dong co hon de tu duy hay xur ly thong tin bi. 
nham lan trong phan loai. 

- Ddnh gia: Phan loai cung anh hudmg den each thuc nguoi tieu dung cam 
thay ve mot su vat. Mot khi nguoi tieu dung phan loai san pham. ho phuc hoi danh 
gia co trong tri nho ve chung loai va sir dung no de danh gia mot doi tuong. 

- Su hai long: Cuoi cung, viec phan loai co nhung irng dung quan trong doi 
voi ki vong va su hai long cua nguoi tieu dung. Neu phan loai mol loai kern dudng 
da, nguoi tieu dung se ki vong no dap ung tat ca nhung dac diem hieu nang cua 
chimg loai san pham; neu khong dupe dap irng, nguoi tieu dung se khong hai long. 

3.2.2. Ilieu biet <}4> 

Trong khi phein loai phan anh lien trinh nhan dien mot thirc the, liieu biet Id 
mol lien trinh nil ra y nghia a cap do cao hon lie plum loai. 

a. Hieu biet kluicli quan va chu quan 

Nguoi lam thi truong quan tarn den hai khia canh cua su hieu biet: 

- Hieu biet khdeh quan: Mice do ma mol nguoi nhiin hieu chinh xdc thong 
diep mu mot ngicdi gici muon truyen thong (y nghia ma nguoi tieu dung rut ra tir 
thong diep nhat quan voi nhung gi thong diep chi ra). 

- Hieu biet chu quan: Phan anh nhung gi ma ngicdi lieu dung nglii Id biet, 
bat ke co dimg voi thong diep cua ngicdi gici hay khong (y nghia khac hoac bo sung 
ma nguoi tieu dimg gan cho thuong hieu, bat ke co dimg voi y nghia ma nguoi lam 
thj truong du djnh chuyen ten hay khong). 

Nhieu nguoi hieu nham cac thong diep Marketing do each thirc trinh bay. 
su khac nhau ve kien thuc co truoc giua nguoi gui va nguoi nhan. hoac ca hai. Cac 
nhan to Marketing-mix nhu gia va quang cao co the dong vai tro quan trong anh 
hudng den nhung gi nguoi tieu dimg nghl la minh biet. Vi du. ban co the suy luan 
rang mot thuong hieu keo cao su trang rang manh nhu mot loai kern trang ring, 
lam cho rang trang do bao goi su dung nguoi niau co ham rang trang bong, su dung 
them tir "chat lam trang rang”. Nhung su thuc san pham co the khong phai mot 
chat lam trang rang manh nhu vay. 

b. Hieu nham 

Mac du truyen thong Marketing nhu quang cao va bao goi la kha don gian. 
nghien ciru nguoi tieu dimg cho thay viec dat duoc hieu biet khach quan hoan toan 
la mol thach thuc doi voi nguoi lam thj truong. Hieu nham xay ra khi ngicdi lieu 
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dung dip nhan y nghta thong diep khong chinh xac . Nhicu nghien cuu da tim ra 
mure do hieu nham kha cao cua quang cao tren tivi va tap chi. theo cac phan doan 
thj truong nhan khau hoc khac nhau. Ti le dir doan cua vice hieu chi khoang 70% 
doi vdri quang cao tivi va 65% doi vai quang cao in an. Han nira. ti le hieu nham 
doi voi nhung thong tin xac nhan true tiep va ngu y la kha bang nhau. Ti le hieu 
nham doi voi chucmg trinh, tai lieu va quang cao cung gan bang nhau. 

Han nira, nguai tieu dung doi khi khong biet dugc each thuc su dung san 
pham. Mot so nguai con hieu nham nhurng cu chi khong lai, do cung mot cu chi co 
nhurng y nghia khac nhau a cac nen van hoa khac nhau. 

Vice hieu nham ro rang con bj anh huong bai MAO cua nguai lieu dung khi 
xir ly thong diep. Nguai tieu dung duang nhu de hieu nham khi dung ca xu ly cua 
ho la thap. Va ngay ca khi dong ca cao. viec hieu cung khong chinh xac. Mot 
nghien curu tim ra rang mac dii nguai tieu dung muon xem nhurng thong tin dinh 
duang tren bao goi (dong ca cao). hau het deu khong hieu khi doc no lan dau. Viec 
hieu thong tin con phai di doi vdi kha ndng va tinh chuyen gia, dieu nay giai thich 
ly do tai sao nguai tieu dung nguai lan hieu cac thong diep chi tiet hon tre em. 

c. Suy Iu(in cua ngtr&i deu dung 

Nhurng yeu to cu the cua Marketing-mix co the hoat dong voi kien thuc co 
truac cua nguai tieu dung de anh huong den nhung suy luan dung hay khong ma 
ho thuc hien ve hang hoa. Phan nay mo ta each thuc ten thuang hieu va bieu tuong, 
dac diem san pham va bao goi, gia. phan phoi va co dong anh huong den suy luan 
ma nguai tieu dung co ve san pham. 

c. 1. Ten va hieu tirang thuang hieu 

HiC'u biC't chu quan ve truyen thong Marketing co the dua tren nhung su> luan 
ma nguai tieu dung rut ra tu bieu tuong thuang hieu. Vi du. bieu tuang ong beo 
cua lop xe Michelin da khong con phu hap vai thai dai hien nay. nguai tieu dung 
co the lien tuang do la hinh anh cua nguai su dung, vi the cong t\ nay da thiet ke 
lai bieu tuang mai la mot nguai dan ong gon gang va hien dai hon. 

Ten thuang hieu cung co the tao ra hieu biet chu quan va suy luan. \'i du. ten 
thuang hieu co so nhu Acer Aspire 5050 dugc lien tuang vai sir tinh vi va phuc tap 
cua kl thuat. Han nua. cac thuang hieu nuac ngoai co the tao ra nhung su\ luan 
dua tren nhung hinh anh van hoa va dinh kien ve quoc gia do. Nhung ten Phap va 
Y nhu Armani. Vuitton. Paco Rabanne, va Pierre Cardin ngu y thai trang cao cap. 
Ten thuang hieu Nhat nhu Toyota. Honda. Sony. Mitshubishi dai dien cho xe 6 to. 
san pham dien gia dung va dien tu. Ten thuang hieu nhu Obsession cho nuac hoa. 
Speedo cho do tarn. Gleem cho kern danh rang, co the tao ra nhurng lien tuang ve 
lgi ich cua thircmg hieu cu the. Mot dieu can luu y la nhung thuang hieu noi tieng 
co the mat di danh tiC'ng cua chung neu cac thuang hieu lien minh khong cung ung 
dung chat lugng cam ket. 
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c2. Dae diem sdn phdm vd bao goi 

Nguai tieu dung co the hieu biet chu quan ve nhung khia canh khac cua san 
pham nhir dac diem va bao goi cua no. 

♦ Suy hum duct Iren thuoc tinh sdn phdm: I lai thuoc tinh tuang quan vai nhau 
trong mot chung loai san pham co the dan nguai tieu dung den suy luan rang sir co mat 
cua mot thuoc tinh nay se tao ra thuoc tinh kia cho san pham. Vi vay nguai tieu dung 
cho rang mot loai tu lanh cong suat Ion dong nghia vai tieu hao nang lugng nhicu. 

♦ Suy hum dua Iren nude xiuit xir: Nhu nguai tieu dung thuang suy luan ve 
mot nguai dua tren nai ho sinh ra. ho cung suy luan ve mot san pham dua tren nai 
chimg duac san xuat. San pham co gan “Made in France” tao ra suy luan ve sir 
thanh lich va thai trang. Mot so nghien ciru cho ring nguai tieu dung a cac nuac 
dang phat trien suy luan rang nhung thuang hieu nuac ngoai co chat luang cao hon 
hang noi dja. 

♦ Suy hum dim Iren ihiel ke bao goi: Minh dang bao goi anh huimg rat Ion 
den cac hang hoa mang tinh thai trang, chang han binh nuac hoa cua Givenchy co 
hinh dang phu nu tao ra suy luan ve tinh thanh lich va goi cam cua san pham. Dong 
thai, bao goi con the hien tinh doc dao, thu hut su chu y dau tien cua nguai tieu 
dung doi vai thuang hieu. Doi khi bao goi dugc thiet ke trong giong nhu bao goi 
cua cac thuang hieu noi tieng, vai muc dich tao ra lien tuang chung vai thuang 
hieu noi tieng. 

♦ Suy hum dim Iren mau sac: Cuoi cung, nguai tieu dung co the suy luan dua 
tn}n mau sac san pham hay bao goi. Chung loai mau xanh la cay bao gom cac thanh 
vien nhu co, cay, la, bac ha va co nhung lien tuang nhu su mat me. mai. huu ca. 
binh yen, nhu miia xuan. Nha vao kien thuc dua tren chung loai nay. nguai tieu 
dung co the suy luan ve tac nhan kich thich dua tren mau sac cua no. Ho co the suy 
luan rang thuang hieu kern danh rang mau xanh la cay a trong bao goi mau xanh la 
cay la rat mat me. co mui bac ha va khoe manh. Nguai tieu dung phuang Tav 
thuang lien tuang mau trang vai su tinh khiet va sach se. trong khi a cac nuac 
Chau A thi lai la mau tang toe. Hoac mau xanh duomg hien nay dirge xem la bieu 
trung cho sue manh a cac nuac Phuang Tay. nhung a cac nuac phuimg Dong sue 
manh dugc the hien bang mau vang. Dieu nay da dugc ap dung rat thanh cong cho 
thuang hieu nuac tang luc RedBull. 

c3. Gid cd 

Doi khi nguai tieu dimg suy luan ve mot san pham hay dich vu dua tren muc gia 
cua no. Vi du, kien thuc dua tren chimg loai cho rang gia va chat lugng co tuang quan 
vai nhau, vi the nguai tieu dimg suy luan rang gia cao dong nghia vai chat lugng cao. 
Nguai tieu dimg thuang dua ra suy luan nay khi ho cho rang cac tlurang hieu khac 
nhau ve chat lugng. khi ho nhan thuc dugc mi ro khi chon san pham chat lugng thap. 
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va khi ho khong co thong tin (vi du, ten thirong hieu noi tieng) de danh gia chat luong 
trudc khi mua. Trong nhurng trudng hop nhu vay, ngudi tieu dung dan gian su dung 
gia nhu la mot cong cu toe ky de suy luan ve chat lugng. 

c4. Khong gian va trimg hay ban le 

Nghien curu chi ra rang khong gian ban le thu vi va co tham my se khien ngudi 
tieu dung suy luan nhung nhan thuc chat lugng thuan loi ve cac hang hoa co tinh tuong 
tac xa hoi nhu qua cap va anh hudng den du dinh mua tai cua hang cua ngudi tieu 
dung. Ngudi tieu dung cung suy luan ve su khac biet giua cac thirong hieu theo each 
trung bay san pham. Mon nua, bdi canh trung bay co the dan ngudi tieu dung den viec 
it dua vao cac kien thuc co trude va can cu nhieu han vao cac yeu to ben ngoai - vi the 
ma dinh vj mot thuong hieu co the bi lam suy yeu bdi cac quyet dinh trung bay ban le 
khong phu hap. Khong gian ban le la mot cong cu chinh duac sir dung bai ngudi ban 
le de tao dimg, phat trien va thay doi hinh anh cira hang. 

c5. Quang cdo vd ban hang 

Cac no lire quang cao va ban hang anh huang ro rang den nhurng suy luan cua 
ngudi tieu dung ve mot hang hoa. Khia canh khong ldi cua truyen thong dac biet 
quan trong d cac nude Chau A. Khoang each the chat giua cac ca nhan vdi nhau 
cung khac nhau theo nen van hoa, ngudi Chau A thudng giur khoang each the chat 
nhieu han vdi nhurng ngudi khac. 

3.3. Cac nhan to tac dong den viec liieu 

Cung nhu chu y. cac nhan to tac dong den viec hieu bao gom cac nhan to ca 
nhan, tinh huong vd tdc nhan 

3.3.1 . Cac nlidn to tliiioc ve ngudi tieu dimg 

Mot so dac diem ca nhan anh hudng den viec hieu. Vi du. gidi tinh va giai 
cap xa hoi anh hudng den y nghla gan cho viec sd huu cac san pham khac nhau, 
hoac quang cao. Hai bien so ca nhan klia quan trong anh hudng den viec hieu la 
hoc hoi va ki vong. 

- Hoc hoi: Y nghla gan cho mot thuc the nao do deu duac quyet dinh bai hoc 
hoi trong qua trinh song cua moi ca nhan. Tien trinh hoc hoi khac nhau giua cac ca 
nhan va nen van hoa. Vi du. mot ca nhan co kinh nghiem doi vdi mot thuong hieu 
thuc pham nao do se co cam xuc khac vdi ca nhan khong co kinh nghiem ve 
thuong hieu do khi xem quang cao. 

- Ki vong: Ca nhan co xu hudng hieu cac tac nhan nhat quan vdi ki vong cua 
ho. Chang han mau sac cua hop sua tuai thudng duac ki vong la mau trang. mau 
bao goi ca phe thuiimg dirge ki vong la mau den hoac nau, viec su dung bao goi co 
mau sac khong thong thudng thudng khien ngudi tieu dung hieu theo nghla khong 
tich cue cho chat luong cua san pham a ben trong (vi du, sua co bao goi mau den. 
ca phe co bao goi mau trang). 


80 




Itiinh vi n^irdi lieu ilintg. 


3.3.2. Cac nlidn to tilth huong 

Cac tinh trqng nhdt thdi cua ca nhan, nhir doi bung hoac co dan, anh huang 
den tarn trang va tac dong den each hieu mot tac nhan. Thai gian roi cung anh 
huang den y nghla gan cho cac thong diep Marketing. Cung vay, cac dqc diem vat 
ly cua tinh huong nhu nhiet do, so luang va dac diem cua cac ca nhan khac co mat, 
ban chat cua moi truang vat chat xung quanh, va nguyen nhan xir ly thong diep, 
cung anh huang den each hieu thong diep. Tinh kin can lien quan den viec nhan 
thuc sir gan nhau giua cac thuc the. Mot so nha san xuat tir choi quang cao mot so 
san pham trong cac chirang trinh phat thanh hoac truyen hinh thiri sir vi ho cho 
rang nhung tin tire xau co the anh huang den each hieu san pham. 

3.3.3. Cac nhan to tliuoc ve tac nhan 

Cau true va ban chat cua san pham, bao goi, quang cao hay ban hang co anh 
huang chu yeu len ban chat cua tien trinh tu duv. Khi nhan biet tarn quan trong 
then chot cua y nghia gan cho tac nhan, nguai lam thi truang bat dau sir dung ki 
hieu hoc. Do la khoa hoc tao ra, duy tri va thay doi y nghia. No tap trung vao cac 
dau hieu, la bat cu cai gi chuyen tai y nghia, bao gom tu ngu, tranh anh, am nhac, 
mau sac, hinh thuc, mui vi, cu chi, san pham va gia ca. 

Mdu sac co the duac su dung de minh hoa cho tarn quan trong cua ki hieu 
hoc. chang han mau sac bao goi se anh huang den each hieu ve chat luang san 
pham. Nguon truyen thong . phirang ti$n truyen thong, ban chat cua san pham, kinh 
nghiem co triede vai san pham hoac san pham canh tranh, chien dich quang cao 
anh hucmg den each hieu cac thong diep. 

V. TO CHUt NHAN THUt: NGUYEN LY GESTALT 

Mot so nghien cuu tap trung vao each thuc ca nhan to churc \ a ket hap thong 
tin va hinh anh ma ho nhan thuc dugc. Nguai tieu dung thuang khong nhan thuc 
mot tac nhan dan le. ma to chuc va tich hap no trong boi canh co nhieu tac nhan 
khac xung quanh. Nhieu tac nhan thuc su la mot to hap phire tap cua mot so tac 
nhan dan le ma nguai tieu dung phai to chuc thanh mot tong the thong nhat. do goi 
la to chuc nhan thuc. Qui trinh nay the hien mot muc do xu ly cao hon va co v 
nghia han la chi don gian ghi nhan lai tac nhan tu giac quan. 

Nhu vay, to chirc nhan thuc la mot qui trinh qua do ede tac nhan duac to 
chuc thanh cac dan vj co y nghia. Nguai lam thi truang da van dung cac nguyen ly 
ca ban tir he tarn ly hoc Gestalt de hieu dugc hien tugng nay. Do la cac nguyen ly 
ve tinh dan gian . nhan vat va nen, hoan thanh nhan thuc . nhom gap. 

1. Tinh don gian 

Nguai tieu dung hay co xu huang to chuc nhan thuc theo mo hinh dan gian. 
nghia la don gian hoa nhan thuc tir cac tac nhan. Vi the nguai lam thj truang can 
don gian hoa thong diep truyen thong de co the de dang kich hoat cac giac quan cua 
nguai tieu dung. 
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2. Nhan vat va nen 

Nguyen ly nluin vql va nen cho rang nguoi lien dimg hieu ear tdc nluin Irong 
tinh huong ciia mol phdi canh. Nhan vql dupe xac djnh ro. o phia trudc. irong khi 
nen la khong xac djnh, ma ho va 6 phia sau. Noi each khac. nluin veil la diem chu y 
va nhan thuc trong tam. va nen la moi thu xung quanh no. Diem then chot a day la 
ca nhan co xu huong to chuc nhan (hire thanh moi quan he gifra nhan vql vd nen , va 
each thuc ma 6 do qui trinh nay xay ra se xac djnh each thuc tac nhan dupe hieu. 

Nguyen ly nay cho rang cac nha lam quang cao nen hoach djnh cac thong tin 
ve ihtnmg hieu la nhan vat. chu khong phai la nen. Hon nua. nen se khong lam 
giant di hinh anh nhan vat. Cac nha lant quang cao thuong \i pliant nguyen ly nay 
khi su dung nhung nguoi ntau rat hap dan. gpi cant trong quang cao. khien nguoi 
ntau tro thanh tam diem chu y, va nhu the san pliant hay thuong hieu bj bo quen. 

3. Iloan thanh nhan thuc 

Nguyen ly hoan thanh nluin thuc cho rang cci nluin can to chuc nluin thuc de 
ihiei lap mol long the co y nghiia. Ngay ca khi mot tac nhan la khong day du. nhu 
cau hoan thanh nhan thuc se dan dat nguoi tieu dung tint kiem tac nhan day du va 
co gang hoan thanh nhan thuc ve no. Do do yeu to then chot cua nguyen ly nay la 
cung cap cho nguoi tieu dung mot tac nhan khong day du. Vi du. dua mot quang 
cao truven hinh noi tieng len dai truyen thanh la Itiru hieu de thuc das nguoi tieu 
dung tu duy ve thong diep. Phien ban quang cao tren dai truyen thanh la mot tac 
nhan khong day du. va nguyen ly nay dan dat chung ta den viec tuong tuong ra 
nhung hinh anh co trong quang cao. Cung nhu vay, nhung doi tuong trong quang 
cao bj cat xen thanh nhung phan rieng re khien chung tro nen nto ho, dieu nay thuc 
day nguoi tieu dung tu duy va co gang hoan thanh nhan thuc ve no. 

4. Nhom gop 

Nguyen tdc nhom gap cho rang cluing la thuong nhom Iqi ede tdc nluin de 
Iqo nen mol hue Iranh hay an tuong thong nhdl. khien cho vice xu ly tdc nluin de 
dang hon. Chung ta thuong tu duy ve moi lien he gitra cac su vat de tap hop chung 
thanh mot nhom. Nguoi lant thj truong co the gay anh huong den hinh anh hay 
nhan thuc cua mot san pliant hay djeh vu bang each nhom chung voi cac tac nhan 
khac. 0 day co 2 dinh luat tuong tir va ke can. Djnh luat tuong tu chi ra ring ca 
nhan thuong xep nhung tac nhan gidng nhau vao mot nhom. Theo djnh luat ke can. 
ca nhan thuong xep nhung tac nhan gdn nhau vao mot nhom. 

Trong quang cao. cac cong ty doi khi sir dung nhieu hon mot thuong hieu. 
san phant trong mot quang cao nham tao su ti4p xuc thong qua nhom gop. Trong 
trung bay hang hba. nguoi lant thj truong thuong tao ra mot t6ng the thong nhat 
bang each trung bay cac mon hang theo nhom. 
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TOM TAT CHU’ONG 4 

De mot tac nhan Marketing kich thich co anh huong den hanh vi nguoi lieu 
dung, nguiri tieu dung phai duoc tiep xuc. phan bo su chu y va hieu no. Sir chit y vd 
viec hieu la nhung Hen Irinh cung co Ian nhau. Nguoi tieu dung can mot mire do 
chu y co ban den tac nhan; roi sau do sir dung cac nguon lire tri oc nham xu ly tac 
nhan a mire do cao hon. 

Su chu y xay ra khi nguiri tieu dung phan bo kha nang xir ly cho tac nhan. Su 
chu y la co chon loc. duoc phan chia va co gioi han. Vay nen. ngay ca viec dua san 
pham vao cac chuong trinli tivi va phim anh cung khong dam bao nguoi tieu dung 
co chu y true tiep den cac tac nhan Marketing hay khong - mac dii co the nguoi 
tieu dung chu y den cac tac nhan trong tarn ngoai vi ciia ho. 

Nguiri tieu dung nhan thirc mot tac nhan thong qua mot trong 5 giac quan ciia 
ho. Tien trinh nhan (hire thi giac bi anh huong boi kich co va mau sac. Cirimg do va 
am nhac anh huong den nhan thirc thinh giac. Nhan thirc vj giac la quan trong cho mot 
so san pham. Cuoi cirng, nhan thirc khuu giac va xuc giac cung dong vai tro quan trong 
trong vice thiet lap chicn luge Marketing huru hieu cho mot so san pham. 

Ngudng nhan thirc xac djnh diem ma 6 do cac tac nhan duoc nhan thirc. Nguong 
tuyet doi la diem thap nhat ma mot ca nhan co cam giac. De mot tac nhan Marketing 
duoc nhan thirc. no phai 6 tren nguong tuyet doi. Nguong khac biet la su khac nhau 
nlio nhat ve cuimg do can thiet de nhan biet sir khac nhau giura hai tac nhan. Nguong 
khac biet la quan trong ca khi nguoi lam thj truong muon (cai lien san pham) va khong 
muon (tang gia) nguiri tieu dung chu y den su khac nhau giura hai tac nhan. 

Kien thirc co truoc ket hop vai thong tin tir moi truimg anh huong den vice 
phan loai va hieu the gioi ciia nguoi tieu dung. Mot each tu duy ve vice hieu la xem 
xet nguoi tieu dung co hieu chinh xac thong diep hay khong. khai niem na> goi la 
hieu biet khrich ijuan. Khia canh thir hai la hieu biel chu quan. la viec nguoi tieu 
dung nghi ho biet hoac dii hieu mot thong diep. nhung dieu na\ khong luon luon 
phan anh chinh xac y nghia thong diep. Sau khi phan loai va hieu biet thong tin. 
nguoi tieu dung se dua no vao tri nho. 

Doi khi nguoi tieu dung nhan thirc sir vat mot each vo thirc. hien luong nay 
hoi la nhan thuc dirai nguong. Tuy nhien, nhan thirc duoi nguong duong nhu co 
anh huong gioi han len hanh vi ciia nguoi tieu dung. Cuoi cung. to chuc nhan thirc 
xay ra khi nguoi tieu dung to chuc mot tap hop cac tac nhan thanh mot mot tong 
the chat che. Cac nguyen ly ve tinh don gian. nhan nil vd nen. hodn thanh nhan 
thirc vd nhdm gap anh huong len tien trinh to chuc na>. Nhung nguyen ly nay co 
nhieu img dung hap dan cho viec thiet ke quang cao va trung bay hang hoa. 

* * * 
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CAU HOI ON TAP VA THAO LUAN 

t * 


1. The nao la nhan thuc? Nhan thuc va cam giac co giong nhau' 1 

2. The nao la su chu y, ba dac tinh cua no la gi? 

3. Sir noi bat va thoi quen anh huong den su chu y cua ngucri tieu dung theo 
nhung each nao? 

4. The nao la hieu ly tri va hieu cam xuc 

5. Cac nhan to anh huong den hieu? 

6. Sir khac nhau giua nguong tuyet doi va nguong khac biet cua nhan thuc? 

7. The nao la phan loai va hieu biet? 

8. Phan biet giua hieu biet chu quan va hieu biet khach quan. 

9. The nao hieu nhani? 

10. Phan tich 3 nguyen ly chinh cua to chuc nhan thuc. 


* ★ 


★ 


BAITAP 


1. Chon mot hang hoa hay dich vu dien hinh cho su loi cuon cao va mot 
hang hoa hay dich vu dien hinh cho sir loi cuon thap. Thiel ke mot quang cao de 
khuyen khich su chu y va nhan thuc cua moi hang hoa. dich vu. Hai tinh huong nay 
giong va khac nhau nhu the nao? Thao luan \ oi ban hoc. va ly luan cho moi quang 
cao ma ban thiet ke. Phan bien cong \ iec cua m6i ngucri ve su thu hut va nhan thuc 
cua quang cao do rninh thiet ke. 

2. Tim 3 mau quang cao tren tap chi ua thich ma ban cho la huu hieu nhat ve 
viec tao ra sir tiep xuc. chu y \a hieu. Dong thoi tim 3 mau quang cao khong huu 
hieu ve moi tien trinh. Dieu gi tao nen su huu hieu va dieu gi tao nen su khong huu 
hieu? Doi vai quang cao khong huu hieu. nen cai thien nhu the nao. 

3. Xem tivi trong mot gid (ghi lai neu co the). Trong thcri gian nay. mo ta 
nhung quang cao thu hut su chu y cua ban. Tai sao chung thanh cong trong \ iec thu 
hut ban? Nhung quang cao nao ban muon lucrt qua hoac chuy en kenh va tai sao? 
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4. Chi ra nhicu vi du 6 do nguoi lam thi trudng muon nguoi tieu dung nhan 
thuc mot su khac biet co y nghTa giOra san pham cua ho va san pham cua doi thu 
canh tranh hay giua mot san pham cu va mot san pham moi. Cung tim ra vi du ma 
6 do nguoi lam thi truong khong mu6n ban nhan thuc sir khac biet. Xem xet khong 
chi nhung su khac biet nhan thuc bang hinh anh ma ca nhung khia canh nhan thuc 
khac. 

5. Den 3 hoSc 4 cua hang va xem xet ben trong. Mo ta nhung phan ung tarn 
sinh ly ma nhung cua hang khac nhau co gang tao ra. Ho lam nhu the nao thong 
qua viec sir dung mau sac, anh sang va su tuong phan? Nhung nhan to kich thich 
giac quan nao ma nhung cua hang nay su dung de khuyen khich phan ung cua 
nguiri tieu dung? 

6. Xem xet trang web cua hai nha ban le tren mang. Moi trang web nay sir 
dung cac nguyen ly cua to chirc nhan thuc nhu the nao dc thu hut sir chu y cua 
nguoi tieu dung doi voi mot hang hoa cu the? Moi trang web lam cho cac tac nhan 
vui nhon, gay ngac nhien va de xu ly nhu the nao? Trang web nao to ra huu hieu 
hon khi thu hut sir chu y va hieu cua ban? 


A 


* 


* 
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CnUOSG 5 : 

KIEN THU'C VA TRI NHO 


6 cherong trerac, chung ta da hieu each there ngerai tieu dung nhan there hien 
tirong, sir vat ter moi truemg. Chirong nay lien den mot bereVc xa hem la dat cau hoi 
ve each there nguai tieu dung hoc hoi de hinh tlianh kien there. Do tra lai cau hoi 
nay. ngiriri lieu (lung vein biet each thirc ngiriri tieu ditng ket tun nhirng gi ho nhan 
thirc dime tir moi tririmg viri nhirng gi ho ilii hiet - do Id kien thirc cd tnrirc. Kien 
thurc co trong Iri nho ngudri tieu dung, kha nang nhir lai kiC*n there co trereVe anh 
herdng manh den thai do va quyet djnh meia hien tai cua ho. 

Chuemg nay xem xet ve eac khai niem lien quan dC*n hoc hoi. kien thirc. Iri 
nhir vet sirphuc hoi (nho lai). 

I. HOC HOI VAKIKN T1HJC 

Kien there ve mot san pham. dich vu hay hoat dong anh hererng den thai do va 
hanh vi nguai tieu dung. Kien there thu thap dugc ter qua trinh hoc hoi cua ngudi 
tieu dung ve the giai xung qeianh ho. 

1. Hoc hoi 

1.1 . Bint chat cua hoc Itoi 

Thirc sir. hanh vi lieu dung hieu theo nghTa rong chinh la hanh \i hoe hoi. 
Hoc hoi la 'loan ho nhirng tint) cldi anh Inrong Jen xtt huirng plum img cua mol 
ngirdi lieu clung cldi vdi ate tdc nhan kich thich klnic nhan vd nhirng then cldi nay 
cd dime lit nhir veto nhan thirc vd hinh ngltiein N6i each khac. hoc hoi chinh la 
nhirng thay doi ve noi dung \ a to cherc tri nho dai han. 

Kien there co dirge tir mot tien trinh nang dong cua su tirong tac giCra ngudi 
tieu dung \eri cae tac nhan cua moi trumig. Tai moi mot thai diem, ngiriri lieu dung 
deu phui nhan thirc so linrng khdng nho cite tdc nhan kich thich tir nidi tnrirng him 
ngodi Xhirnggi ho nhan thirc dime tirede tdc nlurn do sedimc co xdt vdi kien thirc 
cd son trong tri nhir di hieu thong tin. tir do thay cldi kien thirc cd san lam then cldi 
thin do vd hanh vi tieu dung. Nguai tieu dung co kien there ve mot chung loai san 
pham nao do se co hanh vi lua chon, su dung hay loai bo thich hgp. tu do gia tang 
mere do hai long va vice mua lap lai. Cerdmg do tien trinh nay bi anh huemg manh 
me boi MAO (Dong cer. kha nang va co hoi) cua ca nhan. 

1.2. Pltuvng pluip hoc hoi 

Noi chung. co 3 plurong phap hoc hoi chinh nhir sau: hoc hoi ,<> J:in kien 
hoc hoi nhan thirc vd lap liuin 


86 





Iliinli vi ngirdi tieu diing. 


Khi MAO cao, nguai tieu dung se danh nhieu no lire hoc hoi hem so voi khi 
MAO thap. 

KJii no lire cao, nguai tieu dung thuong hoc hoi theo cac chien luge sau: hoc 
hoi phan xa co dieu kien thao tac (3>) , hoc hoi theo hinh mau (36) , lap luan <37) . 

Khi no luc thap. cac chien luge hoc hoi thuong dugc su dung la: hoc hoi phan xa 
co dieu kien co dien. hoc hoi phan xa vo dieu kien <38) . hoc hoi theo hinh mau. 

1.2.1. Hoc hoi phan xa co dieu kien 

Hoc hoi co dieu kien dim Iren vice lien ket giira mol luc nluin (lhong tin) voi 
mol phan irng (hanh vi hay tinh cum). Cu the, thong qua vice tiep xuc voi mot so 
tac nhan va co phan ung tuong thich, chung ta biet dugc tac nhan va phan ung co 
lien ket voi nhau hay khong. Co hai dang co ban cua hoc hoi co dieu kien: hoc hoi 
phan xa co dien va hoc hoi phan xa thao tac. 

a. Hoc hoi plum xa co dieu kien co dien (xem them dim mg 6): 

La lien trinh sir dung moi quan he thiet lap gimi mol luc nluin vii plum irng de 
too lap mot plum irng voi nhieu tac nhan kich thich khde nhau. 

Nghe tieng nhac (tac nhan kich thich vo dieu kien) tao ra mot cam xuc tich 
cue (phan ung vo dieu kien) a nhieu nguai. Neu tieng nhac nay dugc phat ra cung 
voi mot thuong hieu cu the (tac nhan co dieu kien). ban than thuong hieu se tao ra 
cam xuc tich cue (phan ung co dieu kien). Chang han. quang cao mot thuong hieu 
bia trong mot chuong trinh the thao soi dong se khien phan ung doi voi thuong 
hieu la “soi noi. nao nhiet". 

Mac du kha nang cac quang cao tao ra nhflmg lien tuong biri phan xa co dieu 
kien co dien gav tranh cai nlnrng phuong phap nay cung dugc su dung rpng rai. 
Phan xa co dieu kien la each thuc hoc hoi pho bien khi no luc thap. Vi du. ngudi 
tieu dung no lire thap it chu y den quang cao. nhung sau mol so nlnrng hinh anh lap 
lai cua quang cao. lien tuong co the dugc thiet lap. Lint y rang vice hoc hoi se 
khong chi tao ra cac phan ung thong tin ma con la cam xuc. 

h. Hoc hoi plum xa co dieu kien thao tac (cung co) 

Day Id each hoc hoi thong qua sir dung ket qua de dieu chtnh hdnh vi. khac 
voi hoc hoi phan xa co dieu kien o cho la phan ung tao ra nho ket qua hanh dong 
thuc te chu khong phai cac dieu kien co truoc. 

Nguoi tieu dung se lap lai nhung hanh dong da dem lai phan thuong, ne tranh 
hay loai bo nhung hanh dong gay ra hinh phat truoc day. 


' j,/ Operant conditioning 
l if " Modelling learning 
,s ' Reasoning 
i3s> Iconic rote teaming 
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Nguoi lam thi truang sir dung rong rai each thtre hoc hoi nay de thus cl phyc 
nguoi tieu dung mua va mua lai thong qua viec dung thu san pham. giam gia. phan 
thuong, cung co niem tin cho khach hang khi mua san pham, tao ra sir thu hut doi 
vdri moi trudmg ban le,... 

Phuromg phap hoc hoi co di£u kien thao tac thuong xay ra khi MAO cao. Hau 
het viec mua no lire cao doi hoi sir danh gia co y thuc ve phan thuong nhpn dupe. 
Sir cung co (Phan thuong hay hinh phat) co anh huemg manh trong tinh huong nay. 
Tinh trang mua no lire thap chi tao ra danh gia ki luong khi san pham khong dal 
dupe ki vong. 

1.2.2. Hoc hoi nliqn thuc 

Tien trinh hoc hoi nhan thuc bao gom tat ca cac hoqt dong tinh than cita con 
nguoi de gidi quyit van di hay thick nghi voi tinh huong. No lien quan den viec' 
hoc hoi nhung y tuong, khai niem, thai do va sir kien gop phan vao kha nang lap 
luan va hoc hoi ve moi quan he, ma khong can den kinh nghiem true tiep hay cung 
co. Hoc hoi nhan thuc co the di tir viec thu thap nhung thong tin rat don gian den 
nhung giai phap sang tao, phtre tap. 

a. Hoc hoi phan xq vo dieu kien 

Tao ra lien ket giua hai hay nhieu hon cm* khdi niem ma khong can ede dieu 
kien co trude. 

Vi du, khi xem quang cao "Panadol trj dau dau M , mot nguoi co the gan khai 
niem moi la Panadol vdi mot khai niem cu la ‘Thuoc dau daif ’ ma khong can co 
tac nhan hoac mot phan thuong true tiep nao. 

Phan Ion cac tinh huong no lire thap deu sir dung each thuc hoc hoi na\. Viec 
lap lai mot thong diep don gian khien nguoi xem co the thuoc noi dung cot yeu. 
Thong qua hoc hoi phan xa vo dieu kien. nguoi tieu dung co the thiet lap niem tin 
ve dac diem hay thuoc tinh cua san pham ma khong nhan thuc ve nguon thong tin. 
Khi co nhu cau. hanh dong mua se dua tren nhung niem tin nay. 

h. Hoc hoi theo hinh man 

Cdch thuc dieu cliinh hdnh vi ban than thong qua quan sat ket qua hdnh vi 
cua nguoi khde. 

Vi du, nguoi tieu dung co the du doan ket qua cua cac hanh dong khac nhau 
khong qua vice hinh anh tuong tupng tao ra tir quang cao. 

kieii hoc hoi nay co the dien ra trong ca hai tinh huong no lire cao \ a thap. Vi 
du. o tinh huong no luc cao (doi hoi tu duy). nguoi tieu dung mua mot bo quan ao 
cong so sau khi co \ iec lam. thong qua viec xem xet each an mac o cong so cua 
nhung nguoi khac. hoac xem tren quang cao. catalo. 
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Nhieu tinh huong no lire thap cung dan den cac kieu hoc hoi nay. Trong cuoc 
song, ngudi tieu dung quan sat nhung ngudi khac su dung hang hoa. d|ch vu va 
ling xix trong rat nhieu tinh huong khac nhau, da so it chu y den nhung hanh vi nay. 
Tuy nhien, theo thdi gian thi ho biet ring mot so hanh vi phu hap vdi tinh huong 
nay ma khong phu hap vai tinh huong khac. 

Ngudi lam thi trudng co the sur dung rat rong rai kieu hoc hoi nay, ho cho 
ngudi tieu dung thay ket qua su dung san pham, dich vu ciia ngudi khac va phan 
thuong nhan dupe thong qua quang cao. 

c. Lap hum 

Lap luan the hien hinh thuc phuc tap nhat cua hoc hoi nhan thuc. Trong tien 
trinh nay, ca nhan tir duy sang tao de lai cdu trite va tdi ket hap cac thong tin cu vd 
nidi, ket qua Id tqo ra nhung lien tudng vd khai niem mdi. Cac quyet djnh no lire 
cao deu tao ra it nhat mot so hoat dong hoc hoi lap luan. Vi du, nhung quang cao 
thong tin doi vai cac san pham quan trong nham den tao ra su phu hop vai each 
hoc hoi lap luan a nguai tieu dung. 

2. Kien thuc 

Kien thuc la thong tin va to chuc thong tin trong tri nha, nhu vay no bao gom 
2 thanh phan: Noi clung kien thuc vd cdu true kien thuc. 

♦ Noi dung kien thuc phan anh tltong tin ma nguai tieu dung dti co trong tri 
nhif i9) ve thuong hieu, cong ty, loai san pham, quang cao, con nguai. each thuc 
mua hang, each thuc su dung san pham,... 

♦ Cdu true kien thuc lien quan den each thuc nguai tieu dung to cltuc 
tltong tin trong tri nltd. Nguai tieu dung thuong to chuc thong tin thanh cac loai. 
moi loai co nhung doi tupmg nhu nhau. Vi du 2 thuong hieu dau goi dau Clear va 
Head and Shoulder dupe dua vao chung loai dau goi trj gau. Nhung thuong hieu 
nay cung vdi cac thuong hieu khac, nhu Rejoice va Sunsilk dupe dua vao chung 
loai chung la dau goi dau. Tat ca nhung thuong hieu dau goi va cac san pham co 
lien quan dupe dua vao chung mot loai goi la san pham cham soc toe. 

2.1. Noi dung kien thuc 

Noi clung kien thuc phan dnh mot tap hap cac su vat nut cd nhein biet trong 
qua khu vd co the bao gom nhieu su vdt. Vi du, ngudi tieu dung biet la Sydney la 
thu do nude Uc hay Coca-cola la thuong hieu do uong hang dau the gidi. Nhung su 
vat khong duac ghi nha theo each ngdu nhien md duac ket noi vdi hoctc lien tudng 
vdi mot kltdi niem (vi du, san pham hay thuong hieu). 


,i9f Mot diem nut kluii nijm trong tri nhd vdi nhieu lien ticirng gan ket vdi no 
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Tap hap tat ca nhung lien tudng gan lien vai mot khai niem gpi la mot gian 
do. Nhirng lien tuang la nhimg thong tin gan ket vai khai niem fdiem nut} trong tri 
nha vey nghia cua khai niem doi vai ngirai tieu dung. 

2.1.1. Gian do va cac lien tuang 

Ngirai tieu dung co nhieu kieu lien tuang khac nhau ve mpt khai niem. Vi du, 
mot gian do ve qua chuoi co the bao gom nhung lien tuang den mau \ang (thuoc 
tinh). chau A (nguon goc). vitamin C (leri ich). an trang mieng (thai gian su 
dung)... 

Mot lien tuang toi uu phai du dp manh, thuan lai va doc dao. 

+ Manh: Xdy ra khi ngudi tieu dung nghi sdu sac ve thong tin ndo do va gun 
ket no vai khai niem hien tqi mot each manh me. Vi du, nguai tieu dung luon lien 
tuang den chat lucmg tin cay klii nghe den ten Toyota. 

+ Thuan loi: Dirac too nen tir viec thuyet phuc ngirai tieu dung ve nhimg 
thuoc tinh va lai ich thich irng me) khai niem sd him, thoa man cac nhu can va 
mong muon cua ho, tir do tqo nen nhirng ddnh gid cluing tich cue. Vi du. khi nghi 
den Da Nlng, nguai ta nghi den mot thanh pho Bien dep, do la mot lien tucmg 
thuan lai. 

+ Doc dao: Let mot lien tirang khde biet ma cac khai niem khac khong co. Vi 
du, lien tuang khac biet cua ngan hang Dong A so vai cac ngan hang khac la chat 
lucmg phuc vu khach hang tot. 

Co nhieu gian do cho cac thuc the khac nhau: loai san pham (chuoi). thuimg 
hieu (Dove), cong ty (Unilever), cua hang (Metro. Big C). noi chon (Viet Nam), 
quang cao (Coke. Omo). nguai ban hang (nguai ban my pham. bao hiem). Ngudi 
tieu dung con co the xay dimg gian do ve ban them , lien quan den khai niem ban 
ngd edi toi (chuong 3). 

2.1.2.1 Tin It dnlt th uang Itieti 

llinh anh thuong hieu la mot tap hap nhirng lien tuang manh. thuan lai va 
doc ddo ve thuerng hieu ,m . Nhu vay, mot hinh anh thuong hieu chi la mot phan 
cua gian do thuong hieu (vi no khong bao gom tat ca cac lien tucmg thuong hieu 
ma chi la nhung lien tuang manh. thuan lai va doc dao). MacDonald's co Jiinh anh 
thuan lai. bao gom nhung lien tuang nhu la mot noi danh cho gia dinh. ban be va 
thuc an nhanh. Doi vdi mot thuong hieu. co the co nhieu kidu lien tuang khac nhau 
nhu thuoc tinh san pham. lai ich khach hang. d6i thu canh tranh, each su dung... 
(hinh 5.1). Cac kieu lien tucmg nay co the nhom gop thanh hai loai lien tuang lan: 


Kevin Lane Keller (20041. Strategic Brand Management ?' J , Prentice Hall 


90 




Ilunli vi iigiriri lieu lUmg 


thuoc tinh (lien quan va khong lien quan den san pham). /(// ich (chirc nang. bieu 
tugng, trai nghiem). 



Ilinli 5.1: Cue kicti lien tuang tliuang hieu (giun do thuang liieu). 

Hem nua, gian do co the bao gom nhung lien tuong the hien tinh each cua 
thiromg hieu - do la each thirc ngudi tieu dung mo ta thuemg hieu nhu la mot con 
ngirai. Tinh each thuang hieu la tap hap nhung lien tuang phan dnh sir nhdn each 
lioa thuang hieu. 

Vi du thuang hieu xe may phan khoi Ian Harley-Davidson dugc xem la manh 
me. nam linh. do jean Levi's dugc xem la mot thuang hieu trung thirc. doc lap va 
dai chung. Cua hang, nai chon, va nguai ban hang cung co the co tinh each nhat 
djnh. Doi khi tinh each thuemg hieu dugc the hien cV tinh each eac nhan vat dai dien 
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cho thuong hieu nhu ong beo cua lop xe Michelin, Claudia Schiffer cua L Oreal. 
Mot nghien cuu tim thay rang nhieu thucrng hieu co the duoc mo ta theo vj tri cua 
no trong 5 tieu thuc ti'nh each thuong hieu (hinh 5.2). 

Tinh each thurong hieu 


Chan that 

Soi 

noi 

Co nang luc 

Tinh te 

Manh me 



Thuc te 
That tha 
Luong 
thien 

Vui ve 

Tao bao 
Nhiet tinh 
Giau tucmg 
tuong 

Hien dai 

Dang tin 
cay 

Thong minh 
Thanh dat 

Cap hang 
cao 

Quyen ru 

Phong tran 
Deo dai 


With 5.2: Cite tlianli phan tinli cticlt tlnarng liiet/ 411 . 

Cac ly thuyet ve gian do, hinh anh cho phep ung dung vao hoat dong 
Marketing thong qua vice tao ra. phdt trim, thay doi gian do va hinh anh ve mot 
thuc the nao do duoc nhan thuc bdi nguoi tieu dung. Ung dung nay dac biet quan 
trong doi voi quan tri thuong hieu. 

2.1.3. Qui trin It 

Mot qui trinh la mot gian do dac biet the hien kien thuc ve mot chuoi ede .sir 
kien. hay noi each khde la mot tap hap nhimg lien tuong lien quan den each thitc 
nguoi lieu dimg lam viec. Vi du de thuc hien mot nghien cuu Marketing, ngudi tieu 
dung phai theo mot qui trinh gom cac buoc: nhan dien van de. thiet lap gia thuyet. 
thiet lap thang do va bang cau hoi, thu thap du lieu, xir ly va phan tich du lieu, dien 
giai ket qua va ket luan. lap bao cao. Kien thuc nay se giup ngudi tieu dung hoan 
thanh cong viec nhanh chong va de dang. Nguqc lai, khi lam gi do lan dau. ban se 
gap kho khan vi khong nam vung qui trinh thuc hien no, khien cong viec mdt thdi 
gian va cong sue nhieu hon. 

2.2.Cdu true kien tit ire 

Mac du gian do va qui trinh phan anh ve nhung gi ngudi tieu dung biet. 
nhung cuoc song ca nhan sc hon don neu khong biet each to chuc kien thuc. Trong 


Jennifer L.Auker l!99~). Dimensions of Brand Personality. Journal of Marketing Research. 
voill pp 147-156 


92 


































Ilanli vi ngirdi tieu dung. 


phan tiep theo nay, chung ta se nghien ciru kl each thirc to chirc kien thirc hay phan 
loai thong tin. 

2.2.1. Cluing loai va can ink ciia cluing loai 

Su yat co the dupe to chirc thanh cac loai. Mot loai la mol nhom gom nhirng 
sir vat gidng nhau ve mot hoac mol so d(tc diem. Mac du ca nhan co gian do ve moi 
sir vat. nhirng nhurng gian do nay phai diroc nhom gop trong mol chung loai nao do. 
Mol vi du cu the la ngiriri tieu dung deu co gian do ve cac loai do uong (hinh 5.3): 
Coke, Pepsi, Diet Coke va Diet Pepsi deu la do uong. nhirng la do uong co hirung 
vj, va tiep theo la do uong khong con, trong do bao gom nuoc ngpt, phan loai cu 
the hon thi chung thuoc ve hai loai: nuoc ngpt khong an kieng (Coke va Pepsi) va 
nuoc ngpt 5n kieng (calo thap) (Diet Coke va Diet Pepsi). 



Ilinli 5.3: Ciiu ink plain loai do uong. 


93 




































































Ilunh vi ngirai tieu dimg. 


a. Cent true xep hang va tinh dai dien 

Nhung sir vat trong citng chiing loqi co dew diem giong nhetu. ve) nhung dac 
diem nay khetc voi dew diem cua ede sir vat trong cluing loqi khetc. \ i the mot thanh 
vien chung loai nhu Diet Coke chia se nhieu lien tiremg vai cac thanh \ien trong 
cluing loai. nhu Diet Pepsi, no chia se cac lien tuong a. b.c.d.e va chi khac 1 lien 
tuong f (so vai g). Trong khi neu so sanh voi bia Ileineken thi no lai khac ve rat 
nhieu lien tircjng h. k. I. m. chi giong hai lien tirong la a \a b. 

Mac du mot loai bao gom cac thanh vien chia se nhung dac diem giong nhau. 
khong phdi mqi thanh vien deu ehrqc nhein time *’ tot " nhu nhetu. Vi du. ban co the 
nhan thuc la nuoc ngot Coke tot hem Shasta, hay Sony la mau tot horn TCL trong 
chung loai hang dien tu. Viec met cac thanh vien dime nhein thuc mire do tot khetc 
nhau elqi dien cho chung loqi dime gqi let nguyen ly cent true xcp Itqng I rong mpt 
chung loai, nguoi tieu dung co the xep hang cac thanh vien cu the theo muc do tot 
ma ban tin la chiing dai dien cho chung loai san pham. Nguyen mein dqi dien Id 
thanh vien elqi dien lot nheit cho chung loqi. 

Nguyen mau dai dien la diem so sanh chinh ma nguoi lieu dung su dung de 
phan loai mot tlurong hieu mdi. Do do mot thuong hicu co the phat trien nhan dien 
cua no bang each djnh vi gan hay kliac voi nguyen mau. 

- Dinh vj gein voi nguyen meat phu hop voi muc dich thu hut mot phan doan 
thi truerng Ion. Quang cao so sanh la cong cu him ich de lam cho thuong hieu giong 
voi nguyen mau. Sau RcdBull, thuemg hieu dau tiC'n ve nuoc tang lire tren loan cau. 
nhung doi thu canh tranh nhu Coca-Cola va Snaple da duoc dinh \ i gan voi nguyen 
mau RcdBull. 

- Dinh vi khetc vai nguyen mein thich hop voi mot chien luge tha\ the. Red 
Hat. cong tv cung cap he thong van hanh may tinh Linux, dinh \i Linux la thuorng 
hieu thay the cho he dieu hanh W indows noi tieng cua Microsoft. Day la mot chien 
luge tot khi thuorng hieu khac co sir khac biet (dac biet la nguyen mau). diem khac 
biet the hien ly do dang tin cay de mua san pham. No cung phu hgp khi muc dich la 
thu hut cac doan thi truong nho hom voi nhung nhu cau cu the. 

h Cac lien tuong tuong ejuetn 

Cau true xep hang la mot each cau true kien thuc. Mot each cau true khac la 
ket noi cac lien tuong trong mot gian do lai voi nhau. Cac lien tirong trong mot 
gian do co sir ket noi Ian nhau gqi let ceic lien tirong tuong eptetn Vi du. trong 
chung loai xe 6 to. Rich co dirge nhan thuc co quan he ti le thuan vai do an toan (xe 
Ion thirone an toan hon). \ a xe Ion thi cone suat done co Ion. cone suat done co co 

W W . w w 

quan Ik ti Ic nghjch \ai su tieu hao xang (cong suat lent thi ton xang hinn Nhu 
vay. cac tuong quan gifra cac lien tuong o day la xc Ion lion thi an toan nhung tieu 
hao xang nhieu hon. Suv luan nay co the la dung hoac khong doi voi rnoi thuemg 
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hieu. Nhung lien tircmg tirang quan vi vay co hieu ung quan trong len cac suy luan 
(cua ngudi ticu dung ve mot thuong hieu mdi duac xcm nhir la mot thanh vien cua 
mot chung loai cu the, va ngudi lam thi trucmg can thuc hien cac truyen thong can 
thiet de dieu chinh nhirng suy luan sai lam. 

c. Can true cap hue 

Cach cuoi ciing d do cac chung loai dirge cau true la theo cap bac. Trong hinh 
5.3, cac chung loai dugc to clurc thco cap bac thanh cac cap cu ban, cap thdp vd 
cap cao. 

Cap do rang nhdl cua phdn loai Id cap cao. cap nay hao gdm ede ddi tirang 
khde nhau chi a sc it lien tirang nhirng van Id thanh vien cua cluing loai. Chang han 
do uong co huang vj va nude deu la cac thanh vien cua chung loai do uong, chia se 
rat it cac lien tirang chung ("co the uong duac", "duac su dung bat cu khi nao") 
va co nhieu lien tuong khac nhau. Ben canh do, phan biet a cap cao con lien quan 
den do uong co "huang vj 1 ’ va "khong huang vj”. Chung loai cap cao tiep thco la 
do uong "co con” va "khong con”. 

Phan biet kT han giua cac sir vat duac thuc hien tai cap co ban. Id cap do 
phdn loai dirdi cap cao bao gdm nhieu sir vat han trong chimg loai tinh loc han. 
Cap do nay la do uong khong con duac phan thanh cac loai sura, do uong nong. 
mrac ngot, nuac trai cay. Cap thdp Id cap do phdn loai ndm dirdi cap do co ban 
bao gdm ede sir vdt trong cac chung loai khde biet rut tinh vi. Do la nuac ngot 
dirge phan ra thanh hai loai nuac ngot ‘Tin kiOng" va “khong an kieng**. Cac thanh 
vien trong chung loai nuac ngot khong an kieng chia se cac liC'ii tirang nhu “khong 
co calo, duang nhan tao". Nhu vay, muc do chia se lien tuong chung cang tang khi 
cap do cua chung loai giam dan theo he thong cap bac (tir tren xuong dirdi). Doi 
thu canh tranh phan bo tir cap cao (rong) xuong cap thap (hep). Cudng do canh 
tranh tang len khi cap do chung loai giam dan. 

Hieu cau true chung loai cap bac cua ngudi ticu dung se giup ngudi lam thi 
trucmg nhan dien duac ddi thu canh tranh cua minh. Mac du ngudi ticu dung 
thudng chon thuong hieu tai cap ca ban hay cap thap, trong mot so trucmg hap ho 
chon thuong hieu thuoc ve chung loai cap cao chung. Vi du, neu ban quyet dinh 
mua mot may nghe dia, ban quyet djnh chon san pham thuoc ve chung loai cap ca 
ban trong mot chung loai cap cao chung (cac san pham dm nhac giai tri). Thuong 
hieu trong ca hai chung loai nay phai duac so sanli dira Iren cac thuoc tinh cap cao 
hem, kcl noi thuong hieu vdi chung loai cap cao (muc do giai tri. gia ca). 

2.2.2. Cac cluing loai I tuong die It 

Ben canh each phan loai thong thudng (theo ban chat, dac diem cua sir vat), 
ngudi lieu dung ciing co the to chuc kien thuc co Irudc theo cac cluing loai hudng 
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di'ch. Mot chimg loai hiring dich Id mot chung loai bao gom cdc sir vat md ngirdi 
tieu dung cho Id thick irng vdi muc dich ciia ho. 

Doi khi nguoi tieu dung gan cac sir vat vao ciing mot chung loai do chung 
dap irng ciing muc dich, mac dii co the khac thco each phan loai thong thuong. Vi 
du, khi di may bay. ban co the xem cac chung loai san pham khac nhau nhu may 
nghe nhac, phim, tro chai dien tu la ciing mot loai beri \i chung la mot phan ciia 
chung loai huong dich “nhung thir khien chuyen bay tro nen thii \j hem *. Vi co 
nhieu muc dich. nen nguoi tieu dung se co nhieu chimg loai huong dich khac nhau. 
Vi du, neu ban an kieng, ban co the thiet lap nen mot chung loai cho ‘thiic dom an 
kieng". Cung vay, ban co the co cac chung loai huong dich nhu “giai tri vao toi 
thir bay". 

Nhu cac chung loai thong thuomg, cac chung loai huong dich cung the hien 
cau true xep hang. Nguoi tieu dung coi mot so thanh vien la cac mau tot hon ciia 
mot chimg loai cu the khi ho dat dupe muc dich ciia chung loai mot each tot nhat. 
Boi vi chimg loai huong dich cung the hien cau true xep hang, nguoi tieu dung co 
the nhan dien nguven mau ciia cac chimg loai huong dich. 

Sicu thj ung dung cau true chimg loai huong dich khi hoach djnh thiet ke cira 
hang. Nhieu cira hang trung bay cac binh sua em be, ta giay, thirc 3n em be, nuoc 
trai cay tai cimg mot day hang. Do la mot phan ciia chimg loai huong dich “cham 
soc em be", ho tro viec tim kiem va lira chon san pham de dang cho cac bac cha 
me co con nho. 

2.3 . Cdc nhim to dull luring den kien thirc 

Nhieu nhan to co ban anh huong den cau true va noi dung kicn thirc. Nhung 
nhan to nay bao gom he thong van Iwa cua nguoi tieu dung va nitre do chuyen gia 
ciia ho dura tren kien thirc co trude. 

2.3.1. lie tiring van Iwa 

He thong \an hoa ciia moi truong noi nguoi tieu dung sinh song anh huong 
den kien thirc cua ho theo nhieu each: 

- Nhung lien tirang khac nhau gan ket vdi mot khdi niem : o Viet Nam, 
1. Oreal la mot thuong hieu bieu tuomg cho su sang trong, nhung o Phap hav My 
thi no dai dien cho san pham cap trung ve chat lupng. 

- Miieu thanh vien chung loai khac nhau: 6 My. cac thanh vien chung loai an 
sang co the bao gom ngu coc. banh ran. trai cay va trimg. 6 Nhat cac thanh \ ien 
chimg loai do bao gom: ca. arm, dua chua. 0 Viet Nam. cac thanh vien chung loai 
cho bfra sang gom: bun. pho, com. xoi, mi. banh mi, cac loai banh bot gao... 

• ( dc nguven man chung loai khac nhau: Cac nguven mau chung loai thay 
doi theo nen van hoa, doi hoi su djnh vi thuong hieu khac nhau cho cac nen van 
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hoa khac nhau. 0 Ha Lan, bia Heineken dugc xem nhir la Budweiser a My, kha 
pho bien va co tinh dai dien cao. Trong khi d My thi Heineken dugc xem la loai bia 
nhap khau, dat tien va the hien vj the, dieu nay dat Heineken vao chung loai cap 
thap (bia ngoai), dieu nay dudng nhu cung gan dung doi voi Viet Nam. 

- Nhung chung loai hiring dich khac nhau: chung loai hudng dich nham den 
muc dich thd cung to tien, ong ba 6 Viet Nam khong ton tai o cac nen van hoa 
phuomg Tay. 

2,3.2. Muc do chuyen gia 

Nguoi tieu dung khac nhau ve kha nang xu ly thong tin dira tren kien thuc co 
trudc. Chuyen gia la nhimg ngirii co kien thuc phcil then tot do ho co nhieu kinlt 
ngliient va sir quen thuoc voi mot doi ticong hoqc mot cong vice. 

Muc do chuyen gia con dugc xem la kha nang thuc hien cac cong viec lien 
quan den san pham mot each thanh cong. Nguoi tieu dung la chuyen gia co kien 
thuc can thiet de chgn mot san pham thich ung cho mot tinh huong dac biet, cung 
nhu de su dung va duy tri san pham mot each tot nhat. 

Ngi dung va cau true kien thuc cua nguoi tieu dung la chuyen gia khac voi 
nhung nguoi tieu dung hoc viec theo nhieu each: 

- Thu nhat, cau true chung loai tong the cua chuyen gia phat trien hon. Hg co 
nhieu chung loai, nhieu lien tuemg hon, hieu ro hon viec gan ket giura cac lien 
tuong voi khai niem. 

- Thu hai, cac chuyen gia co the phan loai cap thap nhieu hon, do do co kha 
nang phan biet ro rang giua cac thuong hieu. Vi du, mot chuyen gia ve xe hoi co 
cac chung loai cap thap nhu xe hoi kieu co va xe hoi khong mui. 

Nhung khac biet tren dan den tien trinh ra quvet djnh la khac nhau theo muc 
do chuyen gia. vi vay cong ty phai co each thuc tiep thi khac nhau. 

ILTRINIIO 

Tri nhd ngirii tieu diing la kho lieu tru kien thuc cd nhdn rang Ion ve san pham, 
djeh vu, kinh nghiem mua sdm va tieu dung. Thuc chat, tri nho phan anh kien thuc co 
trudc. Sirphuc hoi Id tien trinh nhd Iqi, hay tiep can nhung gi cd trong tri nhd. 

Nguoi tieu dung co the luu tru va nho lai thong tin ve nhung san pham va 
dich vu su dung trong qua khu; dac diem ve san pham hay dich vu: each thuc. dia 
diem, thdi diem va ly do mua: gia ca; each thuc. dia diem, thdi diem, ly do su 
dung: va viec ho thich hay khong. Hg cung co the luu tru va nhd lai thong tin ve 
nhung san pham cu da loai bo. Hg cung cd nhung ki uc ve cac kinh nghiem dac 
biet, chang han, mot bua tiec vdi ban be. Thong tin lim tru va phuc hoi dirge biet tu 
nhieu nguon - truyen thong Marketing, phuong tien truyen thong dai chung. tru\en 
mieng va kinh nghiem ca nhan. 


4. kAnhvintdung-a 
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1. Phan loqi tri whit 

Tri whir the hien nhieu haw kien thirc co incite. bai kien thtre la nhung thong 
tin co trong tri nha dupe gan vai mot linh vuc nao do. Vi du. mot ngiroi co kien 
thirc sau rong ve tarn ly hoc. co nghia la trong tri nho cua ngiroi na> clura dung 
thong tin co noi dung day du va cau true tot ve linh vuc do. nhung tri nho cua anh 
ta lai bao gom tat ca nhung thong tin ve cac linh vuc khac nhau. I linh 5.4 chi ra 3 
kieu tri nho: Tri who giac quan (tri nho hinh anh va tri nho am thanh). tri whir ngan 
hem (xir Iv bang giac quan va xu ly tur), va tri whir dai lum (tri nho tu thuat va tri 
nho ngu nghia). 

1.1. Tri nlt&giac quan 

Khd nang lien trie nhimg kinh nghiem giac quan mot each tain thi/i gqi la tri 
n In/giac quan. 

Gia sir ban dang noi chuyen voi ai do a mot buoi ticc. chat ban nghe dupe mot vi 
khach ben earth noi chuyen ve bo phim mai ma ban muon xem. Ban khong muon to ra 
bat Ijch sir. \ i the ban co gang chu y lang nghe ngiriri cung an toi \6\ ban. nhimg ban 
that sir muon nghe nhung gi ngiroi khach kia noi ve bo phim. Mac du khong the dong 
thai nghe hai cuoc doi thoai. ban van co the luni trir. trong mot thcri gian tuong doi 
ngan, nhung mau thong tin hap dan cua cuoc doi thoai ben canh. Mot \i du khac. gia 
djnh rang ban dang lam bai lap o nha tnroc tivi. Ngiroi ban o cung phong di Jen va 
noi:"Quang cao hay qua V\ Mac du khong xem tivi. nhung khi nghe dupe cau noi 
nay. ban nhan ra minh nghe dupe tu "ngan hang ACB'\ Biet ring do la mot quang cao 
cho ngan hang ACB. ban noi:"Toi cung that sir thich no". 

Tri nho giac quan sir dung viing luu trur ngan han goi la kho lieu trie giac 
quan. Tri whir giac quan van hanh tu dong, va neu nguai tieu dung nhanh chong 
chuyen sir chu y sang kho lieu trie giac quan. nguai lieu dung co the hieu nhung gi 
co trong do. Tun nhien. neu nguai tieu dung khong phan tich thong tin ngay. chung 
se biC'n mat tu kho lieu trie giac quan . va nguai tieu dung khong the xac Jinh dupe j 
nglua cua no. 



Ilinh 5.4: Tri nhit vd phuc lidi. 
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1.2. Tri liltit ngdn han 

Tri nhd ngdn lian la mot bo phcin cua tri nhd noi ngudi lieu ditng ghi Iqi 
hay hieu thong tin ddu vao hdng kien thuc hien tai. Tien trinh biet va hieu xay ra 
rong tri nhd ngdn han. Khi doc sach nay, ngudi tieu dung dang sir dung tri nhd 
igdn han dc hieu nhung gi dang doc. Ban cung co the sir dung tri nhd ngdn han 
Je xem mot quang cao tivi hay ra quyet djnh mua tai cua hang. Vi vav. tri nhd 
igdn Inin la rat quan trong boi no la noi xay ra hau het cac xu ly thong tin. Nhirng 
hong tin trong tri nhd ngan han co the co nhieu dang. Vi du, khi ngudi tieu dung 
ighl ve mot vat the, mot qua tao chang han, ngudi tieu dung co the sir dung xir ly 
it va the hien no bang tir “qua tao” hoac mqt birc anh ve mot qua tao. hay dudi 
lang mui huomg, cant giac, am thanh khi nguoi tieu dung can vao no. Su mieu ta 
tang thi giac, thinh giac, khuru giac. xuc giac, vj giac cua mot qua tao sir dung xir 
.y hinh ticqng. 

Doi vdri ca xir ly hinh luong va xir ly lit. nhung thong tin trong tri nho ngan 
.tan thay doi theo mire do xu ly. Khi MAO thap, tri nhd ngan han co the la sir tai 
lien lai mot tac nhan kfch thich, vi du. tir "bong du '' hay buc anh ve mot cdu ihit 
la bong. 

Tri nhd ngan han, dac biet la xir ly hinh anh, co nhieu irng dung hap dan cho 
igudi lam thi trudng. 

- Hinh lirqng co the tao ra sir ua thich doi vdi san pluim: kha nang cua mot 
an pham kich thich hinh tuqng da giac quan co the anh hudng den mire do ua 
hich san pham. Vi du. ban thich nhung quyen tieu thuyet co dac tinh mo ta tot den 
loi co the tudng tuong ve canh quan. am thanh. miii \ j tir trai nghiem cua nhung 
ihan vat trong tieu thuyet. 

- Hinh luong co the kich thich tri nhd ve kinh nghiem (/ud khir: ngudi tieu 
'irng coi trong cac san pham cung cap hinh tuqng cho phep ho trai nghiem mot 
ach gian tidp su tieu dung trong qua khir. Vi du. ngudi tieu dung giu lai mot cuon 
e xem phim hay mot to chuong trinh xem le hoi phao hoa vi no gqi len hinh tuqng 
e su kien da trai qua. 

- Hinh tirrmg trie dong den ddnh gid: viec sir dung hinh tuqng co the anh hudng 
On each thuc danh gia san pham. Su dung xir ly hinh tirang cd the giup xu ly nhieu 
long tin. don gian boi vi nhieu thong tin hon se giup linn phong phu hinh anh. 

- Hinh tuqng tdc dong den su hdi Idng: Cudi cung. hinh tuqng cd the anh 
uong ddn vice ngudi tieu dung hai Idng hay khdng vdi mot san pham hay kinh 
ghiem tieu dung. Ngudi tieu dung cd the tudng tuqng ve san pham lioac kinh 
ghiem tieu dung se xay ra (ngudi tieu dung se trong nhu the nao trong mot chiec 
o nidi hay oto nidi). Neu thuc te phu nhan nhirng ki vong cua ngudi tieu dimg. ho 
6 the cam tha\ khdng hai long. 
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1.3. Tri nild dai han 

Tri nltd dai Item la mot phan cua tri nhd ma a do nhirng thong tin throe hru 
tru vmh vien cho sir dqng ve sew Nghien ciru trong tarn ly hoc nhan thirc chi ra 2 
kieu tri nha dai han: tri nha tir thuqt va tri nha ngir nghia. 

♦ Tri nhd tir thuqt hay tri nhd ttnh tiet the hien kien thirc ngudi tieu dung ed 
ve han than vet nhirng kinh nghiem cd nhan cua ngudi tieu dung. No bao gom 
nhurng kinh nghiem qua khir, cung nhu nhirng cam xiie gan vdi nhurng kinh nghiem 
nay. Nhirng tri nha nay co xu hircmg ca ban la cam giac. chu >eu lien quan den 
hinh anh. mac dii co the bao gom ca am thanh. miii vi va xuc giac. Ngudi tieu dimg 
co the co nhirng tri nha tir thuat lien quan den vice mua hay loai bo mot san pham 
cu the, nhir chd xem mot buoi bieu dien am nhac hay nem di mot doi giay cu nhirng 
dirge ira thich. Bdi moi ca nhan co mot tap hop duy nhat cac kinh nghiem, tri nhd 
tir thuat co xu hirang ca nhan hoa va mang phong each rieng. 

♦ Tri nha ngfr ngliia 

Nhieu thong tin ngirai tieu dung luu tru trong tri nha khong lien quan den 
nhirng kinh nghiem cu the. Vi du. nguai tieu diing nha ve khai niem goi la ■‘meo". 
Nguai tieu dung biet do la loai vat co 4 chan, co long, keu meo meo. v.v.. Kien thirc 
nay la dung vai loai meo \ a khong gan vai bat ki mot con meo cu the nao. Kien thirc 
ve mot thirc the liich riri khoi nhirng tinh tiet cu the goi Id tri nhd ngir nglua 

Khai thac tri nhd tir thuqt va tri nhd ngir nghia cua nguai tieu dimg la mong 
mu6n chung cua bat ky mot nguai lam thi truong \ i co nhirng hieu qua sau day: 

- Tdc dong den ra vice quyet dinh: Moi nguai tieu dung co mot kho luu tru Ian 
\q kinh nghiem ca nhan. co nhirng lien tuang tinh cam anh huang den each thirc 
danh gia san pham \ a dich \ u. Vi du. neu ban an tai mot nha hang \a tha\ soi toe 
trong bat cua ban. ghi nha ve sir trai nghiem nay se ngan can ban den an Ian sau. 

- Co dong sir dong cam: Nhirng tri nha tu thuat co the tao ra sir dong cam vai 
nhan vat trong quang cao (cam xuc. kinh nghiem sir dung). 

- Kich thich vd gin giir tri nhd tir thuqt: nguai tieu dung coi trong mot so san 
pham vi chung kich thich tri nhd tir thuqt bang each ggi lai nhirng hoai niem. Ho 
coi trong viec gin giir ki uc ve nhurng sir kien quan trong trong dai: thi do. co viec 
lam. dam cirai. sinh con. ... Nhurng nganh cong nghiep nhu phim chup anh. may 
anh. may quay phim. nhat ki. ... tap trung vao nhirng mong muon nay cua ngudi 
tieu dimg. do la ghi lai nhurng ki uc tu thuat. 

- Tdi dien dich tri nhd: Nghien cim chi ra rang quang cao co the anh huang 
den tri nhd tir thuqt cua ngudi tieu dung. Mot nghien ctru cho nguai tieu Jung thu 
cac loai nude trai cay ngon da khac nhau va sau do xem nhurng quang cao mo ta vi 
ngon cua san pham. Nhirng ngudi xem quang cao nhan thirc ngon him >o \ai chat 
luong thirc cua loai nude trai cay da. 
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2. Nang cao tri nha 

Vi sir chu y va tri nha luon luon gan ket vai nhau, co nhieu nhan to anh 
hirdmg dong thcri ca hai. Nhieu tien trinh b6 sung, goi la tap hap . on lai, titan hoan, 
va xu ly ki luang cling anh hiromg den tri nha. Nhung tien trinh nay la huu ich khi 
anh hiromg Jen tri nha ngan hqn hay gia tang kha nang chuyen tai thong tin den tri 
nha dai hqn - vai nhurng ung dung quan trong cho nguai lam thi truang. 

2.1. Tap Itap (nitdm gop) 

Cac nha nghien cuu thay rang hau het cac ca nhan co the xtir ly trong tri nha 
ngan han a bat ki thcri diem nao tir 3 den 4 tap hop thong tin. Mot tap lur/i Id mot 
nhom cac thong tin duqc xu ly nhu mot dan vj. Nguai lam thj truang cho rang 
nguoi tieu dung co the nam giur thong tin trong tri nha ngan han va chuyen no sang 
tri nha dai han bang each cung cap nhung mau thong tin Ion bao gom cac thong tin 
nho han. Vi du, cac tir cau tao bang nhung chu dau cua mot tir giam di nhieu mau 
thong tin de tao thanh mot tap hgp. nhu la TNS, KFC, LVMH,... Cac quang cao 
ngay nay co the rut ra ket luan bang each tom luge hay tap hop cac mau thong tin 
rieng biet thanh mot thuoc tinh hay loi ich don le. Vi du, mot quang cao gioi thieu 
cac thong tin ve san pham lien quan den ham luang calo, chat beo. natri va duong 
co the tap hop thanh ket luan ve tinh chat co lai cho sire khoe cua san pham. 

2.2. On lai thong tin 

Trai vai tap hop khien gia tang kha n5ng bao quan thong tin tir tri nha ngan 
han, on lai anh huong den viec chuyen tai thong tin sang tri nha dai han. On lai co 
nghia la ngudi tieu dung tuong tdc chu dong vd co y thicc vai nhirng du lieu md ho 
dang co gang nha 

Trong boi canh Marketing, on lai chi xay ra khi nguai tieu dung co dong ca 
xu ly va nha lai thong tin. Neu ban co dong luc tim chiec xe may tot nhat tren thi 
truang, ban co the nghien cuu dac diem cua nhung mau xe khac nhau de ghi nho 
no. KJii dong ca thap. nguai lam thi truang sir dung mot so chien thuat gia tang 
dong ca va duy tri sir on lai. Sira bo tuoi Vinamilk “100%“ kich thich nguai tieu 
dung nha lai noi dung quang cao vai bai hat vui nhon va hai huac. Kich thich nay 
qua thanh cong khi dan den su on lai (nguai tieu dung nha duac ban nhac trong 
quang cao). 

2.3. Tuan hoan thong tin 

Thong tin cung ctS the dugc chuyen tai den tri nha dai han thong qua tien 
trinh tuan Itodn. Thong tin dugc tuan hoan thong qua tri nha ngan han khi nguoi 
tieu dung tiep xuc lap lai vai no. Khong giong on lai . vai tuan hoan thong tin. 
nguai tieu dung khong co no lire chu dong nha lai thong tin. Hon the nua. neu 
nguai tieu dung nha lai bai vi thong tin da di qua dau ho qua nhieu Ian. Vi du. ban 
co the nha lai ten nhung con duong hoac cua hang gan nha ban - ngay ca khi ban 
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chura bao gid di xuong nhung con duong nay, va cung chua bao gio di vao nhung 
cira hang do, hoac co gang ghi nho chung, dcm gian la vi ban thay chung hang 
ngay. Nhir vay, tuan It aim thong tin la lien trinh qua do thong tin dicin' nho Iqi 
thong qua sir lap Iqi don gian khong can on Iqi elm dong 

Tuan hoan thong tin la mot nguyen ly quan trqng doi voi Marketing, boi no 
giai thich tai sao sir lap lai truyen thong Marketing anh huong den tri nho. dpc biei 
trong nhumg tinh huong loi cuon thap. Ngucri lam thi truang co the cung co hieu 
ung cua tuan hoan thong tin bang each tao ra nhumg quang cao khac nhau lap lai 
cung mot thong diep co ban. Vi nhu, mot thong diep u Trc trung, vui ve. Hay uong 
Pepsi" co the dupe ghi nho sau khi ban tiep xuc voi quang cao 6 nhieu dip khac 
nhau, mac dii nhumg quang cao nay co the thay doi thco thoi gian. 

2.4. Xir ly ki I iron g 

Cuoi cung. thong tin co the dupe chuyen sang tri nho dai han neu no duoc xir 
ly a mure do sau horn, hay xir ly ki luomg. Tri nho bt*n bi horn duoc thiet lap neu b^n 
co gang ket noi thong tin voi kien thuc co triede vd kinh nghiem qua khu. Vi du, neu 
ban thay mot quang cao cho mot san pham moi, ban co the xir ly thong tin quang 
cao ki ludmg bang each co gang tu duy ve each thuc sir dung san pham trong cuoc 
song hang ngay cua ban. Bang each nay. ban se co tri nho tot horn doi voi thuong 
hieu va quang cao. 

3. Cac khdi nient pltiic lioi tri nlid 

3.1. Khdi itiem pliiic hoi tri nlto 

Phuc hoi la tien trinh nho lai . Khi ngucri tieu dung phuc hoi thong tin tir tri 
nho, nguoi tieu dung tiep can no tir mqng ngu nghia (hinh 5.5). 

Nguoi tieu dung co mot so luong dang ke thong tin co sin trong tri nho. 
nhung chi co the phuc hoi hoac tiep can duoc mot so it tai mot thoi diem nao do. 
Tat ca nguoi tieu dung deu a nhumg tinh huong ma o do ngucri tieu dung co gSng 
nho lai dieu gi do nhung khong the. Hai nhan to ve mqng ngu nghia anh huong den 
nhung gi ngucri tieu dung nho: sue mqnh dau vet va su Ian toa kich hoqt 

♦ Sire mqnh diiu vet : sue manh cua nhumg ket noi hay lien tuong duoc goi la 
sice mqnh diiu vet. Lien ket thong tin voi san pham cang manh, thong tin cang de 
tiep can. Ban co the nho lai rang BMW la “dong co toi uu" neu ban co lien tuong 
manh ket noi chiec xe voi khau hieu cua no. Ngucri lam thi truong cang thuc hicn 
nhieu tuan hoan thong tin . hay khuyen khich nguoi tieu dung on lai hay xu If ki 
luong thong tin. lien ket cang duoc cung co manh. nguoi tieu dung cang tiep can 
dupe thong tin tot hem. 

♦ Lan toa kich hoqt: giai thich nhumg gi dupe phuc hoi tir tri nho. Ha\ tu duy 
ve mang ngu nghia nhu la mot mang dien. Nhumg lien ket manh co the tao ra dong 
dien the cao - nhung lien ket yeu tao ra dong dien the thap. Voi vi du trong hinh 
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5.5. neu mot khai niem nhu Da Nang dugc kich hoat trong mang ngu nghla cua 
nguoi ticu dung, lien ket manh giura “Da Nang” va “ Bien" sc kich hoat dugc 
'Bien". Do dong dicn noi “Da Nang’ va "Bien” rat manh. nang lugng dien tir dong 
nay sc mo rang ra nhung thanh phan ben canh trong mang ngu nghia. dac biet theo 
nhung lien ket manh. Su lan toa kich hoat se dan nguoi ticu dung den vice nho den 
"Bai bien dep”. Kich hoat khai niem "Da Nang' se kich boat "Bien" va "Moi 
trubmg sach se”. Kich hoat tir "Bien” den luot no lai mo rong sang khai niem "Bai 
bien dep” va “Hai san ngon”. 



» Duang ket noi manh 

- Duong ket noi (rung binh 

Hinh 5.5: Mgng ngfrngliin (liay mang lien tntrng tri alia). 

3.2. That bai cua pliuc lioi tri nho 

Sue manh ildu vet va su lan Ida kich hoat giup giai thieh su quen Icing - that 
bai de nho lai thong tin tir tri nho. Ban co the quen dem xe den bao hanh hoac quen 
la dang luge rau. That bai pliuc hoi ro rang anh huong den hanh vi mua. lieu dung 
va loai bo cua nguoi ticu ditng. 
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♦ Su mai mot: 

Trong mot so truong hop. nguoi tieu dung quen thir gi do bon sire manh dau 
vet bi phai mo; do la do nhumg ket noi tri nho mai mot theo then gian \ 1 khong 
diroc su dung. Vi vay, nguoi tieu dung co xu huong quen nhumg su kien tir thcri tho 
au do chung xay ra each day qua lau. Kha nang bi mai mot giam di khi nguoi tieu 
dung tiep xuc lap lai voi cac thong tin thong qua tuan hoan hay khi nguoi tieu dung 
phuc hoi tir tri nho. 

♦ Sir chong cheo: 

Mo rong su kich hoat va sue manh dau vet giai thich nguyen nhan thu hai cua 
quen lang - sir chong cheo. Su chong cheo xay ra khi mang ngCr nglua sap xip khil 
vdo nhau den noi nguoi tieu dung khong the nho due tinh ndo di voi thuong hieu 
hay khdi niem ndo. Gia sir ring ban dang xem mot quang cao xe hcri chi ra do an 
toan cua chiec xe. Neu ban co nhieu thong tin ve nhung chiec xe tuomg tu luu tru 
trong tri nho. ban co the nham lan thuoc tinh gan ket voi chiec xe do. Hem nua, khi 
ngucri tieu dung tiep xuc veri hai quang cao hay nhieu hem vdi nhung yeu to b6i 
canh tuong tu. sir giong nhau chong cheo voi sir nho lai thuong hieu. 

♦ Hieu irng dau tien vd hieu irnggdn nhdt: 

Sir mai mot va sir chong cheo co the dupe su dung de giai thich hieu irng dau 
tien va hieu ung gan nhat - do la. vice nhirng do vat ngiroi tieu dimg gap dau tien 
hay cuoi cirng trong chuoi ede sir kien tlnrdng duoc nho lai di dang nhdt. Don cir 
mot vi du cua hieu irng dau tien. ban co the nho lai quang cao dau tien do khong co 
thong tin quang cao nao khac chong cheo len no. Thong tin do co the it bi mai mot 
neu ban on lai no. Hieu irng dau tien giai thich tai sao khi hoc thi. ban co xu huong 
nho lai tot nhat nhumg mon da hoc dau tien. 

Don cir mot vi du khac cho hieu ung gan nhat. ban co the nho lai nhung gi da 
an buoi sang nay hon nhumg gi da an each day mot tudn beri vi (1) Thong tin vi 
huoi sang nay chua bi mai mot . vd (2) Co it hon thong tin chong cheo voi sir phuc 
hoi thong tin nay. Dua tren hieu irng dau tien va hieu irng gan nhat. nhieu nha 
quang cao cho rang vi tri tot nhat cho mot quang cao la hoac dau tien hoac cuoi 
ciing trong chuong trinh quang cao. 

3.3. Cdc kien plujc lidi tri nlio 

Nguoi tieu dung co the phuc hoi nhumg thong tin thong qua hai he thong 
phuc hoi: Tri nho coy thirc vd tri nho khong) thirc. 

♦ Tri nlto co y thirc Id tri nho ve mot so tinh tiet trade day dat dime hoi sir cd 
gang chit dong de nho no Sgirdi tieu dung co gang phuc hoi thong tin tir tri nho cd 
y thirc bang each hoac Id nho lai hoac Id to chirc lai. 

Nhan biet la tien trinh xdc djnh xem mot tdc nhdn kich thich dd dime thdy 
tnrdc day hay chua. Hai kieu nhan bi^t quan trong trong Marketing la nhdn biit 
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thuang hieu (nguai tieu dung nha da thay thirong hicu truac do) va nhcin biet 
c/uang cdo (nguai tieu dung nha da thay quang cao truoc do). 

Nho* lai lien quan den su kick hoat ring hem ve nhung dirung ket noi trong Iri 
nha. Vi vay, khi nguai tieu dung thay tnmg bay san pham cua Coke, nguai tieu dung 
su dung nha lai de phuc hoi kien thuc ve Coke. Co 2 each nha lai dieu gi do. Nha lai 
tu do xay ra khi nguai tieu dung co the nha lai dieu gi do ma khong can trg giup, nhu 
nha lai khi tra lai cau hoi: “Ban da an gi vao btra toi hom qua?” Nho lai co tra giup 
xay ra khi ban dugc hoi cung mgt cau: “Ban da an gi vao bua toi hom qua?" Nhung 
dua ra them mot tin hieu de ho trg nha lai: “Do co phai la mon nem ran khong?". 

♦ Tri nlia kltoitg y tlnic: Doi khi nguai tieu dung nha lai dieu gi do me) khong 
co gang de nha lai co y thuc, hien tuong nay goi Id tri nha khong y thuc. 

Gia su dang lai xe tren duang cao toe, ban vugt qua bien quang cao cua 
Mishubishi. Sau do dugc hoi la co nha da thay bien quang cao hay khong, va neu co 
thi do la quang cao ve cai gi. Ban khong nha la da thay mot mot bien quang cao, va 
cung khong biet no noi cai gi; ban khong nha co y thuc ve no. Nhung neu dugc hoi de 
noi ra tu dau tien nglii ra bat dau vori tu Misu-, ban co the tra lai la Misuhishi. Ban co 
the ghi nha dieu gi do ve bien quang cao ma kliong nhan thuc dugc da tha> gi tren do. 
vi the ban co mot so thong tin ve Mishubishi luu tru trong tri nha. 

3.4 . Ctich tlitrc gia tang pltuc lioi tri nha 

Vai tarn quan trgng cua phuc hoi, nguai lam thi truong can hieu each thuc 
gia tang kha nang nguai tieu dung se nha lai dieu gi do ve mot thuang hieu cu the. 
Nguai tieu dung khong the nhan biet hay nha lai dieu gi do ngoai tru dugc luu tru 
dau tien trong tri nha; tap hgp, on lai, va nhung nhan to tuong tu gia tang kha nang 
luu tru thong tin trong tri nha dai han va tu do giup phuc hoi. Bon nhan to bo sung 
- mot so lien cjuan den sue manh dau vet va su Ian toa kich hoat - cung anh huemg 
den su phuc hoi: (1) Tdc nhcin kich thick (2) Cdc tin hieu nhde nha. (3) Cdch thuc 
xu ly. va (4) Nhung due diem cua nguai lieu dung . 

3.4.1 . Nhung due diem cua tdc nlidn kich t hie It 

Phuc hoi bj anh huang bai su noi bat cua tac nhan kich thich (thong diep hay 
phuang tien chuyen tai thong diep). No cung bj anh huang bai muc do ma tac nhan 
la thanh vien nguyen mau chung loai, co su dung cac tin hieu bo sung hay khong. 
va phuang tien su dung de chuyen tai thong tin. 

♦ Su noi but: 

Mot su vat nao do dugc xem la noi bat neu noi len trong mot phoi canh do 
sang situ, to Ion, phuc tap. chuyen dong, de thay trong moi truimg cua no. Mot 
hinh anh phuc tap trong quang cao se noi bat so vai mot hinh anh dim gian. mot 
quang cao Internet dong se noi bat him so vai quang cao tTnh. 

Sir noi bat cua mot tac nhan anh huang den su phuc hoi theo nhieu each. Cac 
doi tugng noi bat co xu huang thu hut chu y nhieu han so vai nhung doi tugng 
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khac do chung do thay. cac tac nhan noi bat cung tao ra \ir ly ki luemg him va dau 
an tri nher manh hem. Mot so nghien ciru chi ra rang ngueri tieu dung thiumg nho lai 
nhirng quang cao tivi dai hern va nhurng quang cao in an lem hem. 

♦ Tinh nguyen man 

Ngueri tieu dung co kha nang nhan biet va nher lai tot hem nhirng thuemg hieu 
nguyen mau cua cluing loai san pham. Bcri chung dirge on lai va man hodn thuemg 
xuyen, dau an tri nhe'r doi veri chung la manh. Nhumg thuemg hieu nay co the ket noi 
veri nhieu khai niem khac trong tri nher. khien cho viec kich boat manh hem. Vigc 
ngueri tieu dung nher lai cac thuemg hieu nay giai thich tai sao chung qua thanh 
cong theo theri gian. va tai sao co qua nhieu cerng ty canh tranh uri nhau de tro 
thanh thuemg hieu dan dau chung loai. 

♦ Tin hieu ho sung 

Tri nho dugc nang cao khi cac thong tin dirge bict den nhu la mot ket herp tu 
nhien. Vi vay. tri nho cua ngircri tieu dung ye ten thuemg hieu. thong diep quang 
cao. hinh anh the hien trong quang cao la tot hem neu cac yeu to na\ chuyen tai 
cung mot thong tin. Ngueri lam thj truemg cung co the gia tang tri nher ve thuemg 
hieu bang each quang cao 2 san pham bo sung di kern (Chang han: kern danh rang 
veri ban chai elanh rang P/S) \a giai thich each thirc chung ket herp uri nhau mot 
each tu nhien. Nghien ciru chi ra rang ngay ca tai tier sir kien cung gia tang tri nho 
khi thuong hieu la nguyen mau - nho vao sir noi bat tren thj truemg - va khi su 
kien lien quan den gia tri cot loi cua thuemg hieu. 

3.4.2. Phiivng tieu xii ly tiic nhfin kich thicli 

Cac phiremg tien truyen thong tac dong den ghi nho theo each khac nhau. Mot 
so nghien ciru cho rang nguoi tieu dung thuong khong de y hoac khong nhe'r cac 
quang cao Internet, trai lai cac nghien cuu khac khuyen nghj rang nhirng quang cao 
nay huru hieu khi tao ra sir ghi nho thuemg hieu hem so voi cac plurong tien tru\en 
thong. Ngay cang nhieu cac cong ty sir dung quang cao Internet de xa\ dimg nhan 
bict iCmi thuemg hieu. 

3.4.3. Cdc tin liieu nhde nlid * 

Sir phuc hoi cung co the dugc lam de dang bang \ iec cac tac nhan lien ket uri 
yeu ter nao trong tri nher. Mot tin hieu nhac nhd‘ la mot tac nluin lam ili Jang cho 
vice kich boat tri nha. Vi du. neu can nho phai di mua hang giam gia o Big C. ban 
co the de lai mau ghi chu “Big Q". Khi nhin thay mau ghi chu. ban se nho Jen \iec 
mua hang giam gia. Mau ghi chu nay dong vai tro nhu la mot tin hieu nhac nho. 

Ten throng hieu nhu Id mot tin hieu nhac nha. Neu ban thay nhung ten 
thuemg hieu nhu Adidas va Nike, ban ce> the nher nhirng thong tin \e chung \a 
nhirng thuemg hieu lien quan tir tri nho. Iun nhien. nghien cum chi ra rang anh 
luremg cua ten thuemg hieu la mot tin hieu nhac nho khong giong nhau giua nhan 
bict va nher lai. Ben canh ten thuemg hieu. lergo \a bao goi cung la nhung tin hieu 
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nhac nha. I3uc anh ve mot con bo sua goi nha den thuong hicu sua tuoi Vinamilk 
(quang cao). Ten chung loai san pham la mot kicu tin hieu nhac nho khac. Vi vay. 
cac chung loai san pham “xe hoi”, “dau an” hay “giay the thao” co the goi ra ten 
thirong hieu cu the cua chung loai tir tri nho. 

3.4.4. Cadi (hire xir ly (tic nliiin kick lliicli trong tri nhtjr iigdn him 

Cac thong diep xir ly thong qua h'mh tuang co xu huong duoc nho lai tot hon 
nhiing xir ly bang lai. Ly do la nhung thong tin duoc xu ly duoi dang hinh tugng la 
nhung hinh anh va nhung lai. Viec ma hoa dong thai cung cap nhung ket noi lien 
tuemg bo sung trong tri nho, do do gia tang kha nang phuc hoi thong tin. Ma lioa 
dong tlidi la viec the hien mot tac nhan kich thich theo 2 the thirc (vi du, hinh anh 
va lai) trong tri nha. 

Khi doc mot ticu thuyet, ban co the thuong tuemg tuong ra nhung hinh anh rat 
song dong ve cau chuyen va nhung nhan vat cua no. Theo each nay. thong tin bang 
lcri cung co nhung dac tinh tao ra hinh tuong thong qua nhung hinh anh hay huong 
dan hinh tuong. Ma hoa dong thoi giai thich cho viec ngudi lam thj Irudng thuong sir 
dung am thanh cua cac quang cao noi tieng tren tivi cho quang cao Iren dai phat 
thanh. Khi nguoi tieu dung nghe thong diep bang lai quen thuoc, he> co the cung cap 
hinh tuong rieng ve thanh phan hinli anh, vi vay day manh md hoa dong thai. 

3.4.5. Tac dong cua dac diem cua ngudi tieu dung den sirpliuc lidi 

Cuoi cung. ca tarn trang va chuyen mon cua nguoi tieu dung co the anh 
huong den su phuc hoi tri nho luu tru cua ho. 

♦ Tam trang: 

Tam trang co mot so hieu ung len su phuc hoi. Thu nhat. tarn trang tich cue 
co the gia tang su nho lai cac tac nhan noi chung. Thu hai, nguoi tieu dung nho lai 
nhieu hon nhung thong tin phu hop voi tarn trang cua ho. Noi each khac. neu dang 
6 tarn trang tich cue, ban se nho lai nhung thong tin tich cue hon. Cung vay. neu 
dang 6 tarn trang tieu cue. ban se nho lai nhung thong tin tieu cue hem. Vi vay, tri 
nho ve Cong vien Dam Sen (TP HCM) co the lien ket voi cam xuc vui ve. Neu ban 
o trong tarn trang vui ve. khai niem vui ve co the duoc kich hoat. va su kich hoat 
nay mo rong sang Dam Sen. 

♦ Tinh chuyen gia: 

Phan dau chuong chi ra rang nguoi tieu dung chuyen gia co cau true chung 
loai phuc tap hon trong tri nho, voi so luong cap do chung loai Ion hon va chi tiet 
hon trong moi chung loai. Do do. mang lien tuong tri nho cua nguoi tieu dung 
chuyen gia ket noi voi nhau nhieu hon. Nhung lien ket phuc tap va su lan toa kich 
hoat khai niem nay giai thich tai sao nguoi tieu dung chuyen gia co the nho lai 
nhieu thuong hieu cung nlur nhieu thuoc tinh va lai ich cua cluing hon so voi 
nhung tieu dung nguoi hoc v iec (it am hicu). 

* * * 
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TOM TAT CHU0NG 5 

Nguoi tieu dung tao lap kien thuc qua qua trinh hoc hoi , each thuc hoc hoi 
khac nhau tuong img voi muc dQ no lire cua ca nhan (MAO). Xoi Jung kien link 
dirge the hien boi mot tap hop cac lien tuong ve mot su vat hay mot hoat dong ket 
noi voi mot gian do hay qui trinh. Kien thurc cua nguoi tieu dung cung dugc 16 
chuc vd cdu iruc thanh cac chung loai. Nhung sir vat trong cung ehung loai la 
giong nhau va khac voi cac su vat trong chung loai khac. Ciic sir veil irong mgi 
chung loai hieu hien cdu Iruc xep hang, nghia la mot so trong chung la nhung mau 
tot hon cua cho chung loai so voi cac sir vat khac. 

Tri nho gom 3 kho luu tru, moi kho luu trur co cac kieu tri nho khac nhau. Tri 
nhd gidc quan (hinh anh va am thanh) lien quan den phan tich rat ngan gon ve 
nhung thong tin dau vao. Tri nhd ngan hqn the hien tri nho hoat dong chu dong va 
lien quan den xu ly hinh tuong va xir ly bang loi. Tri nhd ddi hqn the hien tri nho 
vlnh vien. bao gom iri nhd nr ihuiit vd tri nhd ngir nghia. Tri nho dai han the hien 
mol lap hqp nhimg mqng ngir nghia vdi nhung khdi niim ket noi vdi nhung lien 
ludng hay lien ket. Su phuc hoi Id mol lien trinh nhd Iqi thong tin luu tru trong tri 
nhd. Nguoi tieu dung co the phuc hoi cac su vat khi nhung khai niem duoc kich 
hoat trong tri nho, khien thong tin co the tiep can duoc. Nhung khai niem cung co 
the duoc kich hoat thong qua sir lan toa kich hoat. Co hai kieu phuc hoi: tri nhd co 
y thuc vd tri nhd khongy thuc. 


* 


* it 
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CAU HOI ON TAP VA THAO LUAN 

1. The nao la hoc hoi? Cac chien luoc hoc hoi no lire cao va no lire thap la gi? 

2. Gian do la gi va each thuc cac lien tuong dupe mo ta trong mot gian do? 

3. Cach thuc mo rong thuemg hieu, cap phep va lien minh thuong hieu gan 
lien voi gian do, hinh anh thuong hieu? 

4. The nao la mot nguyen mau dai dien cua chung loai, va nhan to nao anh 
hudng den no? 

5. To chirc kien thuc theo chung loai huong dich nghla la gi? 

6. Tri nho giac quan, tri nho ngan han va tri nho dai han ket noi voi nhau 
nhu the nao? 

7. Phan tich 4 kl thuat nao ma ngucri tieu dimg co the su dung de gia tang tri 
nho cua ho. 

8. Nhan biet khac voi nho lai nhu the nao? 

9. Tam trang va tinh chuyen gia anh huong den phuc hoi tri nho nliu the nao? 

* * * 


BAITAP 

1. Nhan dien mot thuemg hieu co hinh anh ma ban cho la khong thuan lpi: 

a. Chi ra gian do cua ban doi voi thuong hieu do 

b. Thuong hieu nay hien nay dupe dinh vj nhu the nao? No nen dupe dinh vi 
tot hon nhu the nao? 

c. Mo ta cac bieu tupng thuong hieu, hinh anh. cac quyet dinh bao goi va 
cac chien luoc quang cao co the dupe sir dung de phat trien mot hinh anh moi cho 
thuong hieu. 

2. Chon mot thuong hieu noi tieng va mo ta nhung lien tuong cua no. Dua 
tren nhung lien tuong nay. chi ra tinh each thuong hieu. Sau do chi ra each thuc 
kien thuc nay lam de dang cho cac quyet djnh ve ten thuong hieu. bao goi. quang 
cao va san pham. 
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3. Hay nghi ve muc dich ca nhan ma ban muon dat dirge. Chi ra it nhat 10 
san pham hay dich vu ma ban tinh den nhu la nhurng thanh \ien cua chung loai 
hucmg dich. sau do sap xep cac thanh vien tu tinh dai dien cao nhat xuong thap 
nhat. Dau la nguyen mau dai dicn cua chung loai nav? Tai sao? Xem xet each thirc 
hoat dong Marketing cua nguyen mau nay co the anh hircmg den quyet dinh mua 
hay sir dung no de dat dirge muc dich cua ban. Cach thirc cong ty su dung 
Marketing - mix de dinh vi san pham hay djeh vu thich ung vai muc dich cua ban? 
Cong ty can thuc hien cac biroc nao khac de cung co djnh vj nay? 

4. Thu thap mot tap hop nhimg tri nho tu thuat tu cac thanh vien trong lop 
ban ve kinh nghiem ung xu chung cua nguoi tieu dung ve mot chung loai san pham 
nao day. Bien soan thong tin nav, va phan tich no de xac dinh nhurng ung dung doi 
voi nguoi lam thi truemg cho chung loai san pham nay. 


* 


X 
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CHUOXG 6: 

THAI DO 


Chuong trirac da nghien cltu ve kien there va tri nha ngirai tieu dung, cac 
nhan to nay sc dan dat den thai do ngirai ticu dung. Chirang nay sc thao luan cac 
khdi niem ca ban ve thai do va vice tqo lap/thay ddi thai do trong hai trirang hap 
MAO cao va thap. 

I. CAC KIIAIN1KM CO BAN 

1. Djnh nghla 

Thai do Id mot khuyrth hiring dupe hoc hoi de phan ung vai mot time the 
theo each thuan hi hay hat la( Vj . Nhir vay, thai do dirge hoc hoi trong qua trinh ca 
nhan tirong tac vai moi trirang. Thai do cua chung ta the hicn danh gia tong the cua 
chung ta ve mot dieu gi do dira tren mot tap hop cac lien tirong ket noi vai no. Do 
la ly do tai sao chung ta co sir ira thich hay khdng thieh doi vai thirang hicu. chung 
loai san pham, quang cao, con ngucri, cira hang, hoat dong,... 

Thai do la quan trong bai chung (1) djnh hiring suy nglu cua chung ta (chuc 
nang ly tri). (2) Ttnh hiring den cam xiic cua chung ta (chuc niing aim xuc), va 
ket qua la (3) anh hmrng den hdnh vi cua chung ta (chu’c nang hanh dong). Chung 
ta quyet dinh xem quang cao gi, noi chuycn vai ai, di mua hang a dau. an a dau. la 
dira tren thai do cua chung ta. Cling vay, thai do anh hircmg den viec co duac. tieu 
dung hay loai bo mot hang hoa - hanh vi ung xu cua chung ta. Nhir vay, thai dp 
dong vai trd trung tarn trong tien trinh ra quyet djnh cua ngirii tieu dung, no Id 
nhan to du dodn tot nhdt cho hdnh vi. Vi vay, ngirai lam thi trirang can lam thay 
doi thai do de tac dong den vice ra quyet djnh va thay doi hanh vi tieu dung. 

2. Cac dac diem cua thai do 

Thai do co the durge mo ta dirai 6 dac diem chinh: 

# - Thai dp gdn lien vai mot doi tirqng, van de, ca nhan hay hdnh dong : Day la 
mot dac diem quan trong. Thai do hirong den nhimg dac diem lien quan den wr ira 
thich hay nhfrng quyet dinh mua time te la quan trong. Doi vai ngirai lam thi 
trirang. sir phan biet giira thai dp ddi vai mot san pham va thin dp ddi vai viec mua 
san pham la then chot. Ngirai ta co the co thai do thuan lgi vai chide xe hai Toyota, 
nhimg do khong du kha nang tai chinh nen thai do doi vai vice mua chiec xe nay la 
khong thuan lgi. 


,42> A Upon Gordon \\. (1935), Attitudes, in CA. Murchmson. ed. I Hanhdhook oj Social 
Psychology. Clark University Press . Worcester, Mass . pp "91S-Ndd 
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• Tinh thuan lai/bat lai: The hien cr mire do thuan Ipi ha> khong cua viec 
danh gia doi tupng (tot/khong tot; thich/khong thich). 

- Tinh cd the tiep can: Lien quan den mire do de dang va san sang phuc hoj 
tir tri nha. Vi du, neu ban da di xem phim toi qua. ban co lc se nha lai tirong doi de 
dang ve thai do cua minh doi voi bp phim do. cung nhu ban co the nha lai de dang 
thai do cua ban doi voi mot doi tirong, su kien hay hoat dong quan trong (nhu la 
thai do cua ban doi voi viec hoc Dai hoc). 

- Sir tin tirong: Day chinh la sire manh cira thai do. Trong mot so truimg hop. 
chiing ta rat tin tuimg vao thai do cua minh (chac chan rang minh co thai do dung), 
co nghla la chung ta co thai do rat manh doi voi mot doi tuong nao do. thai do nay 
thuimg ton tai trong khoang thin gian rat dai. Mot so truirng hprp khac co the xay ra 
ngupc lai. 

- Tinh ben bi: Mot so thai do dupe duy tri trong thai gian dai. mot so thai do 
khac co the chi keo dai trong mot then gian ngan. Thong thuang thai do manh dupe 
duy tri lau dai han thai do yeu. 

- Tinh khang cu: Day chinh la muc do khang cu doi voi thay doi. Nguiri tieu 
dung co the thay doi thai do kha de dang khi ho khong trung thanh voi mot thuang 
hieu cu the hay biet it ve san pham. Ngupc lai, su thay doi thai do duong nhu kho 
han khi nguiri tieu dung trung thanh voi thuang hieu va la chuyen gia trong chung 
loai san pham. 

II. TAO LAP VA THAY DOI THAI DO 

Nguiri lam thi truimg co the de dang tao ra hoac gay anh huong den thai do 
cua nguiri tieu dung doi vdi mot hang hoa mai hoac mot hanh vi tieu dung mai khi 
ho hieu each thuc tao lap thai do. Cach hieu biet nay se giup nguiri lam thi truimg 
len ke hoach chien lupc cho viec thay doi thai do cua nguai tieu dung ve hang hoa 
hay hanh vi co san. Hinh 6.1 tom tat cac phuang phap chung ve tien trinh tao lap va 
thay doi thai do. cung cap mot tong quan huru ich ve cac chu de se dupe thao luan 
trong chuang nay. 

1. Ncn tang (thanh phan) thai do 

Nhu hinh 6.2 da chi ra. mot phuang phap tao lap thai do khuyen nghi rang 
thai do dua tren ly tri hay niem tin h . Dieu nay co nghla la thai do co the dua tren 
nhung suy right ve thong tin nhan dupe tir mot nguon truyen thong ben ngoai (nhu 
la quang cao. nguiri ban. tap chi hay mot nguai ban tin cay) hay dua tren thong tin 
co dupe tir tri nha. 

Phuang phap thu hai khuyen nghi rang thai do dua tren cam xuc. Doi khi 
chung ta co mot thai do thuan lpi doi voi mot doi tupng dan gian vi no tot hoac 


""Beliefs 
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dung dan. Cung vay, chung ta co the co dime thai do bang each quan sat hoae chia 
se nhung cam xuc vdi ngudi sir dung mot hang hoa. djeh vu. Vi du, neu ban thay 
mot nguoi uong mot chai nude Pepsi-cola trong rat sang khoai, ban nghl minh cung 
co duoc cam giac nhu vay neu uong no. 

Mot tap hop thu hai nhung van de anh hucrng den tao lap va thay doi thai do 
phai di doi voi suy nghl rong hay xu ly ti mi trong tao lap va thay doi thai do. Nhu 
hinh tren chi ra, tien trinh tao lap va thay doi thai do co the duoc mo ta dudi dang 
lien quan den no lice cao hay thdp. 

Nhu vay, thai do doi vdi mot doi tuong dua tren nen tang ly tri , con duorc goi 
la thanh phan thai do ly tri va/hoac nen tang cam xuc , con duoc goi la thanh phan 
thai do cam xuc (hinh 6.2). 


Thai do dua Iren 
Ly tri Cam xuc 


Xu ly thong 
diep cua 
ngudi tieu 
dung dua tren 
MAO (Dong 
co, kha nang, 
co hQi) 


Xu ly lo trinlt 
trim” turn no 
luc cao (High 
Effort Central- 
Route 
Processing) 

Xu ly Id trinh 
ngoai vi no lure 
thap (Low 
Effort 
Peripheral- 
Route 

Processing) 



Xu ly cam xuc 

Mo hinh phan ung ly tri 

Phan ung cam xuc 

Mo hinh ki vong-gia trj 

Thai do doi vdi quang cao 


Niem tin don gian 

Hieu ung tiepxuc 

- Suy luan don gian 

Phan ung co dieu kien 

- Su quy ket 

Thai do doi vdi quang 

- Kinh nghi?m 

cao 


Tam trang 


Hinli 6.1: Cac phirong pit tip cluing de tao lap va thay doi tltdi dp. 

- Thai do ly tri la nhung niem tin cua nguoi tieu dung ve mot doi tuong 
(thuoc tinh hay loi ich chicc ndng). Nhung niem tin tap hop loan ho nhung thong 
tin ve ede thuoc tinh hay loi ich cua doi tuong khi ngudi tieu dimg tim kiem giai 
phap thou man nhu can chicc ndng. Co hai loai niem tin : Niem tin lien quan den 
thuoc tinh hiru hinh (niem tin huu hinh) cua san pham (vi du. ham luong calo. 
thanh phan huomg vj, bao goi kich cd nho, ...), hay loi ich chicc ndng (niem tin 
danh gia) cua san pham (tuorng ung vdi cac thuoc tinh tren la: sue khoe. co vi ngon. 
de su dung....). 
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- Tlitii do cam xitc la nhung phan imp, cam xiic hay tinh cam aia ngtriri tieu 
dung doi vai mot doi lirpng. Chang han, thai do cua ban doi voi Pepsi-cola co the la 
“sang khoai”, "vui nhon", hay “cam giac tre trung". 


Doi tiri/ng Thanh /than (nen Bieu hien aia tlidnli Thai do 

tang) thai do plain thdi dp 



Hinh 6.2: Cdc thdnli plain (nen tang) cua thin dp. 

2. Vai trb ctia no lire trong too lap va tliay doi thdi dp 

Khi nao nguoi tieu dung thuc hien no luc co y thuc de tao lap hay thay doi 
thai do? Nhu da mo ta a chuang 3, MAO cua nguoi tieu diing se anh huong den 
vice xir ly thong tin va ra quyet djnh cua ho. Khi MAO cao (Hinh 6.3. 6.4). nguoi 
tieu dung co xu hircVng danh nhieu no luc va trai nghiem sir loi cuon ca nhan dang 
ke trong viec tao lap. thay doi thai do va ra quyet dinh. Mot so nha nghien cuu da 
sir dung thuat ngu xir ly 16 trinh trung tarn de mo ta lien trinh tao lap \ a tha\ doi 
thai do khi nghl ve mot thong diep co kha nang doi hoi no luc. Xir ly tlieo Ip trinh 
trung turn la bcri vi thai do nguoi tieu dung dua tren sir phan tich can than \a no luc 
ve nhung yen to trung tam' 44 * cua thong diep quang cao. Ket qua cua xu ly sau rung 
va no lire co the tao lap thai do manh. co the tiep can duoc va duoc nam giu mot 
each tin tuong. ben bi va co tinh khang cu doi vai su thay doi. 

Tuy nhien. khi MAO tluip (Hinh 6.3. 6.4). thai do ngucri tieu dung dua tren 
phan tich hoi hot hay be ngoai cua thong diep. khong phai la mot phan tich no luc 
ve trong tarn thong diep. Do nhung thai do nay co xu huong dua tren cac yen to 
ngoai vi ,4>> trong thong diep. thuat ngu xir ly tlieo lo trinli ngoai vi da duoc su 


,u> Lv lc cua thong diep quang cao 

Yen to he mat cua quang cao tnguon truyen thong, hinh anh. am nlnic. tinh hat him c 
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dung de mo ta viec tao lap va thay doi thai do keo thco no lire giai hqn (hay xir ly 
thap) ve phia nguai tieu dung. 

III. TAO LAP VA THAY DOI THAI DO NO UJC CAO 

Thai do duac tao lap tu nhieu nhan to nhir van hoa, gia dinh, nhom tham 
khao, ban nga cai toi, kinh nghiem ca nhan, thong tin thu thap duoc qua truyen 
thong dai chung,... Tien trinh tao lap thai do gan ket chat che vai dong ca hay noi 
each khac dong ca chinh la yeu to cot loi giai thich thai do, bai thai do thirc chat 
lien quan den viec thoa man nhu cau cua nguai tieu dung. Sir trai nghiem vai mot 
san pham/thuang hieu se quyet djnh den thai do co thuan lai hay khong. Ngoai ra. 
viec tao lap thai do cung xuat phat tu nhung yeu to ngoai kinh nghiem (thong tin 
tiep nhan hoac co san trong tri nha). Truac day, hau het cac nghien cuu cho rang 
trong truong hap thai do dmre hinh thanh vai no lire cao . no chi co the can cir Iren 
nen tang ly tri (suy nghT) (Thai do ly tri). Nhung hien nay nguai ta da tim ra rang 
nguai tieu dung co the danh nhieu no lire tinh than khi xu ly mot thong diep dua 
tren cam xuc, co nghla la thai do no lire cao cung dirac tao lap dira tren nen tang 
tinh cam hay cam xuc (Thai do cam xuc). 

1. Tao lap va thay doi thai do ly tri 

Cac nha nghien cuu da dua ra cac ly thuyet khac nhau de giai thich each thuc 
suy nghl ket noi vai thai do (nguyen tac danh gia cua nguai tieu dung) khi nguai 
tieu dung ddu tu nhieu no lire de xu ly thong tin va ra quyet djnh. 

l.l.Cach tliuc tao lap thai do ly tri 

Hai mo hinh chinh duoc dua ra a day la mo liinli plian ling ly tri (46) va mo 
Itinh ki vong-gid tri i47) . 

a) Mo hinh plum irng ly tri 

Y tuang ca ban cua mo hinh nay la phan irng lv tri cua nguai tieu dung doi 
vai mot thong diep anh huong den thai do cua ho. Phan irng ly tri Id nhung suy 
nghi chiing ta co khi tiep xuc vai mot truyen thong. Nhung suy nghl nay xuat hien 
ducri dang nhan biet. danh gia, lien tuang, hinh anh hay y tuang. Gia su mot nguai 
bj ho lau ngay thay mot quang cao cho mot thuang hieu thuoc ho. De phan irng vai 
quang cao nay, anh ta co the nghi^’Minh that sir can mot san pham nhu vav", “San 
pham nay se chang bao gia co tac dung", hay “Nguai dan ong trong quang cao 
duac tra tien de noi nhu vay". Mo hinh phan mig ly tri du doan rang nhung phan 
umg xuat phat dong thai se quyet djnh thai do cua nguai na\ doi vai thuang hieu 
thuoc ho do. 


N6> Cognitive response model 
141 Expectancy-value model 
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Until 6,3: Xu ly tliong tin klii MAO cao/tluip, 

Phan ung ly tri cua nguoi tieu dung doi voi truyen thong co the duoc phan 
loai theo 3 each: 

- Ly le plain doi (CAs/ 481 : Nhung suy nghi the hien su khong dong y voi 
thong diep (Vi du. "San pham nay se chang bao gid co tac dung’ - , hay "No se 
khong lam het nam da dau"). 

- Ly le ung ltd (SAs)' 491 : Shi'rng suy nghi the hien sir dong y voi thong diip 
(“Nghe co ve hay day" hay 'Toi that su can mot san pham nhu the"). 

- Sirxiic pliant ngiwit truyen tliong (SDs) (5#) : Nhung suy nghixem thirdng 
hay tan cong nguon truyen thong (vi du "Ngucri nay noi doi” hay "Nhan vat trong 
quang cao duoc tra tien de noi nhu vay"). 

Theo mo hinh phan ung ly tri. nhung phan ung nay anh huemg den thai do 
cua nguoi tieu dung. Cu the CAs va SDs dan den thai do ban dau it thuan loi hon 
hay phan khang voi su thay doi thai do. Trong vi du quang cao cua mot loai thuoc 
ho. nhung suy nghT kieu nhu: "Chung se khong bao gia co tac dung" hay "Nguoi 
do ducrc tra tien de noi nhu vay” co the dan den thai do bat loi doi voi mot thuong 
hieu thuoc ho. Vi vay. nguoi tieu dung khong chap nhan mot each mu quang va 
theo doi nhung khuyen nghi trong cac thong diep thuyet phuc: hon nua. hq co the 
su dung kien thuc \ e muc dich hay chien thuat cua nguoi lam thi truong de nghe 
theo hay phan khang lai cac thong diep nay. Mat khac. su co mat cua SAs se dan 
den thai do thuan loi. Vi vay, nhung suy nghi nhu “Nghe co ve hay day" ha> "Toi that 


"" Counterarguments. 
Support arguments 
Source derogations 
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sir can mot san pham nhu the” co xu hucmg tao ra thai do thuan lai doi vai san 
pham/thirong hieu. Theo mo hinh phan ling ly tri, nguai tieu dung thuc hicn nhieu no 
lire khi phan ling doi vdri thong diep - it nliat la no lire du de tao ra CAs, SAs va SDs. 

TAO LAP VA TIIAY DOI THAI DO 
NO Ll/C CAO 


NEN TANG LY TRI CUA 
THAI DO 

- Mo hinh phan ling ly tri 

- Mo hinh ki vong-gia tri 

ANH HUONG BOl: 

- Cac nhan to nguon truyen 

thong 

- Cac nhan to thong diep 


NEN TANG CAM XUC CUA 
THAI DO 

- Xtr ly cam xuc 

- Thai do doi voi quang cao 

(Aad) 

ANH HUONG BOl: 

- Cac nhan to nguon truyen 

thong 

- Cac nhan to thong diep 


Tao lap 
\ a tha\ 
doithai 
do no lire * 
rliap 


^Thaidovadirdinh ^ 

TAO LAP VA TIIAY DOI THAI DO 
mLlfCTIIAP 


Tao 
lap va 
thay 
d6i 
thai 
do no 
lire 
cao 


Thai dp va 

^ du djnh ^ 

Hinh 6.4: Tuo lap va thay doi thai do trong hai trairn » hop no lac cao va no lire tlidp. 


NEN TANG LY TRI CUA 

NEN TANG CAM XUC CUA 

THAI DO 

THAI DO 

Niem tin dan gian 

- Hieu irng tiep xuc 

- Phan ung c6 dieu kien 


- Thai do doi vai quang cao 
(Aad) 

ANH HUONG BOl: 

- Tam trang 

ANH HUONG BOl: 

- Cac nhan to nguon 

- Cac nhan to nguon truyen 

truyen thong 

thong 

• Cac nhan to thong diep 

- Cac nhan to thong diep 

• - Cac nhan to b6i canh 

- Cac nhan to hoi canh 



















Ilunh vi ngir&i lieu dung. 


b) Md hinh ky vong - gid trj 

La mot mo hinh dupe sir dung rang rcli gidi thick crick thirc ngiriri lieu dung too 
Idp yd thay ddi thdi do dim tren (1) nhirng niem tin ha}' kien thirc md ho co v<? mot doi 
tirang hay hdnh dong vd (2) ddnh gid cua ho ve nhirng niim tin cu the nay. Theo mo 
hinh nay. ban co the thich mot chiec xe Toyota boi ban cho rang no dang tin cay, co 
gia vira phai va kieu each, va ban cho rang mot chiec xe hoi tot phai co nhirng d^c 
diem nay. Mot loat cac mo hinh kj rang - gid trj da dupe dira ra trong tarn ly hoc va 
Marketing. Nhirng mo hinh na\ kliac nhau \e cac thanh phan thai do cung nhu each 
thirc do lirong cac thanh phan. Chung cung khac nhau \ e \ icc xem xet danh gia cua 
nguoi tieu dung ve mot thuoc tinh san pham ha\ tarn quan trong cua no. 

Co rat nhieu mo hinh ki \ong - gia trj ap dung trong Marketing: md hinh aui 
Resenberg. md hinh da think tinh cua Fishbcin. mo hinh ly thuyet hdnh dong hap ly 
(TORA /' 1 cua Fisbein \ a Ajen. Trong do. TOICA duoc xem la mo hinh pho bien nliat. 
Mo hinh TOILA cung cap mot hire tranh mo rpng ve lain the ndo . khi ndo vd tai sao 
ede think tinh dir dodn dime hdnh vi ngirdi lieu dung. I linh 6.5 mo ta cac thanh phan 
cua mo hinh TORA va each thirc ung dung chung. Fheo mo hinh nay. hanh vi (B) la 
mot ham cua dir djnh hanh dong (Bl). duoc xac dinh boi thai do doi uVi hanh dong 
(Aact) cung nhu anh huong cua nliiimg nguoi kliac (SN). De tao lap Aact. Niem tin cho 
phuong an dua tren tieu chuan I (bi) duoc nhan voi Tam quan trong cua tieu chuan i 
(ei), va cong chung lai \cri nliau theo cong thuc: Aact = X (hi x ei). 


Tuong tu. SN la ham cua niem tin ve nhung gi nguoi khac (nguoi co y nghia 
doi voi cuoc song cua ban than nguoi tieu dung) cho la quan trong (NBj) va miic 
do quan tarn den nhirng dieu nguoi khac nghi (MCj). 



Hinli 6.5: Ly thuyet hdnh dong lu/p ly (TORA). 
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Ilanh vi nguvi tieu itiing 


M6 hinh TORA cai thien cac mo hinh truac day theo nhieu each quan trong. 
Thu nheit , no tich hop nguyen ly ve tilth cu the ciia tliai do: thai do doi vai hanh 
dung mua ding cu the thi no ding gun ket vai hdnh vi. Hieu dupe thai do cua mol 
ngirai lieu dung doi vai vice mua mot chiec xe hai Toyota se dir doan dugc hanh vi 
mua lot han la can cu vao thai do doi vai ban than chiec xe Toyota. 

Thu hai , mo hinh TORA khong chi xem xet den viec tao lap va thay doi thai 
do cua ca nhan nhir the nao ma con quan tarn den anh huong cua moi trircmg x5 hoi 
len hanh vi ngirai tieu dung. Trong mot so tinh huong. (inlt It trong xb lioi tir nhirng 
ngirai khac co the dong vai tro quyen nSng len each thirc irng xir cua ngirai lieu 
dung. Anh Inning xii lioi la sire ep xd hoi nhdm khuyen khich sir dong tlniun vai 
nhirng ki rung cua ngudi kluic. Nhirng anh huong xa hoi cung co the khien ban irng 
xu theo each nao day bat ke thai do cua ban la thuan lgi hay khong. Ban co the 
khong thich kieu quan ao do lam, nhung ban van mua do anh huong cua ban be. 

Thu ha , mo hinh TORv\ con co gang dir doan y dinh mua cua ngirai tieu 
dung. Co gang dir doan y dinh mua tir thai do la de han nhieu so vai du doan viec 
mua thuc sir, do nhieu nhan to tinh huong co the anh huong den viec thuc hien y 
dinh. Vi du. ban du dinh mua xe 6 to Toyota nhirng lai bi thien lien. Ben canh do. 
viec ma rong TORA nhu la mot ly thuyet hanh dong co ke hoach tim each dir doan 
hanh vi doi vai nhung ngirai tieu dung khong co su kiem soat hanh vi day dii, 
thong qua xem xet viec kiem soat hanh vi. 

Vi du sau mo ta ve viec hinh thanh thai do va hanh vi cua Nam doi vai mon 
hoc leo nui 


Aact: Mon hoc leo nui la... 

bi 

ei 

bi x ei 

1 /// nhon 

+ 3 

+3 

t 9 

Co tinli giiio due 

+2 

+2 

♦ 4 

Nguy liicm 

+ 2 

-3 

-6 

t)dt tieu 

+ 1 

- 1 

-1 




Aact = + 6 


bi: Mon hoc Ico nui la... (Vui nhon, co tinh {»iiio due, nguy hiem, dal lien), thang 
diem likert tir -3 den +3. trong do -3 la hoan toan khong dong >, ^3 la hoan loan dong \. 

ci: Tam quan trong cua cac tieu cliuan (Vui nhou, co tinh giao due, nguy hiem, 
dAt lien), thang diem likert tir -3 den +3, trong do -3 la hoan toan khong quan trong. ^3 la 
hoan toan quan trong. 
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SN: Nhirng ngirdi co y nghia voi ban 
nghl nhir the nao (NBj) va ban quan 
tam den dieu do nhir the nao (MCj) 

NBj 

MCj 

NBj x .MCj 

Me 

-3 

+ 2 

-6 

Bo 

• 2 

+ 2 

. 2 

Ban f>di 

+ 1 

+3 

• 3 

Ban than 

+ 3 

+2 

♦ 6 

NBj: Ngiroi co y nghia voi ban cho 
rang ban nen lam gi 



i 

+ 

ii 

/. 

t: 


0 +1 +2 +3 


Khonc Sen hgc 

nen hoc 


MCj: Mire do quan turn cua ban doi voi nhung dieu nhung nguiri khac 
nghl, thang diem likert tir -3 den +3. trong do -3 la hoan loan khong quan lam va 
+3 la quan lam siiu sac. 

Nhu vay. thai do chung cua Nam la tich cue doi voi mon hoc Ico nui (-6). dong 
thcri nhfmg ngudi khac co thai do hoi tich cue doi voi viec nay (+1). Nam co the se 
theo hoc mon nay. l.uu y la Aact va SN khong luon luon co anh huong ngang nhau len 
BI. Trong mot so truong hop. du djnh hanh dong cua nguoi ticu dung dune dinh 
huong nhieu hon boi nln'mg gi ho nghl (Aact); trong mot so truong hop. nguoi lieu 
dung bj dinh huong nhieu hon boi y kien cua nhung nguoi khac (SN). 

l.2.C(ic nhan id dull liuong den tlnii do ly tri 

Trong cac phan tren da\. chung ta da thay cac phan img ly tri \ a niem tin tao lap 
nen ihdi do ly tri cua nguiri ticu dung. I rong phan nay . chung ta se xem truyen thong 
Marketing anh huong den thai do ly iri cua nguiri ticu dung nhu the nao khi no luc xu 
ly thong tin la cao. Nhu da chi ra trong hinli 6.4. nguon truyen thong va thong diep anh 
huong den mire do thuan Icri cua thai do. Nhu vay. muon thay doi thai dir cua nguoi 
lieu dung, nguiri lam thj truong phai tac dong den cac nhan to nay. 

a) Nguon truyen thong 

La nguon pluit ra thong diep truyen thong (con goi la nguiri truyen thong), do 
la nguiri phut ngon. nhan vat truyen thong cho sail pham/thuong hieu hay cong ty. 

Trong so nhfmg nguiri ticu diing xu ly thong tin no lire cao. nhung ngu>n co thai 
do dua tren ly tri co the bi anh huong Kri cac thong tin dang tin cay. Dieu nay eo nghia 
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la cac thong diep Marketing phai dang tin cay de tao ra nhung ly le ung ho SAs. giam 
di nhung ly le phan khang CAs va sir xuc pham nguon truyen thong SDs. cung nhu gia 
tang sue manh niem tin. Nhieu nhan to, bao gom do tin cav cua nguon truyen thong va 
danh tieng cong ty, lam gia tang do tin cay cua mot thong diep. 

b) Do tin cay cua nguon truyen thong 

Do tin cay chrac xem la mire do chan that, chuyen mon va vj the cua nguon 
truyen thong. 

Trong nhieu thong diep truyen thong, thong tin dugc the hien boi mot nguoi 
phat ngon hay nhan vat cua san phdm/thuong hieu, thong thuomg la mot nguoi noi 
tieng, mot dien vien. mot nguoi dai dien cua cong ty, hay la mot nguoi tieu dung 
thuc su. Trong bat ki diem ban hang nao, nguoi ban hang la nguoi phat ngon cho nha 
ban le va cho hang hoa. Do tin cay cua cac nguon truyen thong nay se anh huong den 
thai dp cua nguoi tieu dung. Noi chung, cac nguon truyen thong la dang tin cay khi 
chung co it nhat mot dac diem sau: sic chan that, tinh chuyen gia, va vj the. 

Nghien cuu chi ra rang cac nguon truyen thong tin cay co anh huong dang ke len 
su chap nhan cua nguoi tieu dung khi thai do ban dau cua ho la bat loi, khi thong diep 
sai lech so voi niem tin cua ho, khi thong diep phuc tap hay kho hieu va khi co sir 
tuong hop tot giua san pham va nguoi chung thuc. Mat khac, cac nguon tru>en thong 
tin cay it co anh huong khi nguoi tieu dung co thai do manh (tin tuong cao). nguon 
truyen thong tin cay khong the lam lhay doi thai do nay, va khi ho co kha nang cao de 
rut ra nhung ket luan lu thong diep (co nliieu kien thuc lien quan den san pham. dac 
biet dua vao kinh nghiem trirc tiep). Cung vay, nguoi tieu dung khong cho rang nguon 
truyen thong la dang tin cay khi no chung thuc cho nhieu san pham. 

c) Danh tieng cong ty 

Khi truyen thong Marketing khong cho thay nguoi phat ngon, nguoi tieu 
dung danh gia do tin cay thong qua danh tieng cua cong ty chuyen tai thong diep. 
Nguoi tieu dung co the tin tuong hon - va thay doi thai do dua vao - nhung thong 
diep tu nhung cong ty co tieng tarn trong san xuat san pheitn co chat liccmg. co nidi 
(juan he tot dep voi nguoi tieu dung, hay Id co tinh trung thuc. 

d) Thong diep 

Khi nguoi tieu dung voi no luc xu ly cao danh gia do tin cay cua nguon 
truyen thong, ho cung danh gia do tin cay cua thong diep. Co 3 nhan to anh huong 
den do tin cay cua mot thong diep: Chat luong ly le thong diep. thong diep Id mot 
phia hay hai phi a, va no co phai la mot thong diep so sdnh hay khong. 

♦ Chat luong ly le thong diep: Nhung ly le manh the hien nhung dac diem tot 
nhdt hay nhung pham chat trung lam cua mot hang hda theo each thuyet phuc. Neu 
thong diep khong hap dan, nguoi tieu dung khong cho rang thong diep cung cap ly 
do dang tin cay de mua hang. Nhung dac diem it quan trong hon thuc te cung dong 
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vai tro then chot trong anh huong den thai do khi thuong hieu la giong nhau, va 
nhieu doi thu canh tranh nhan manh den cung cac thuoc tinh nhix nhau. Mot thong 
diep can phai tirong xurng vai no lire ma nguai tieu dung muon su dung de xir ly 
no. Mot thong diep qua don gian hoac qua phuc tap se khong thuyet phuc. 

♦ Thong diep so sank Cac thong diep so sanh chi ra mire do tot him cua hang 
hoa so vai doi thu. hay noi each khac day la nhung thong diep thuc hien nhung so 
sdnh trice tiep voi doi thu canh tranh Co hai loai thong diep so sanh la thong diep 
so sdnh gidn tiep a do hang hoa dupe so sdnh vai ede doi tlw canh tranh khong co 
ten (nhir la U nhurng thirang hieu dan dau khac" hay “Thuomg hieu X") va quang 
cdo so sdnh true tiep - nhung ngucri lam quang cao chi ra ten cua mot doi thu canh 
tranh hay mot tap hop doi thu canh tranh vd tan edng hp tren co so mot thuoc tinh 
hay mot loi ich. Phuang phap nay thuomg dirge sir dung khi hang hoa co mot dac 
tinh noi tieng tot han hang hoa cua doi thu canh tranh. Cac cong t\ nhir Pepsi, 
Levi's, IBM, Dell, AT&T da sir dung nhieu quang cao so sanh true tiep. Nguai ban 
hang trong tinh huong ban cung thirang xuyen sir dung kl thuat na\ de thuyet phuc 
nguai tieu dung ve lai ich cua thuomg hieu so vai doi thu canh tranh. Noi chung, 
nghien ciru chi ra rang cac thong diep so sanh true tiep la huu hieu trong viec tao ra 
nhan thuc thuong hieu, va gia tang viec xu ly thong diep, thai do, du dinh va hanh 
vi mot each tich cue. tuy nhien. cac thong diep nay khong co do tin cay cao 

2. Tao lap va thay doi thai do cam xuc 

Hau het cac nghien ciru nguai tieu dung vc thai do khi MAO va no luc xu ly 
thong tin cao da tap trung vao cac mo hinh ly tri cua hinh thanh thai do 1 u\ nhien. 
bay gia, cac nha nghien cuu da nhan ra rang nguai tieu dung co the thuc hien nhi&i 
no lire tinh than de xu ly mot thong diep dua tren cam xuc. Cac phan img cam xuc 
dugc su dung nhu mot each thuc manh me nh^m tao lap thai do thuan loi. bin bi, 
va co tinh khang cu doi vai thay doi. Phan nay xem xet khi ndo vd lam the ndo thai 
do duoc thay doi thong qua cam xuc cua nguai tieu dimg khi MAO Id cao 

2 .l.Cdch thuc tao lap thai dp cam xuc 

a) Xu ly cam xuc 

Khi sir loi cudn cam xuc vai mot doi tuang hay quyet djnh la cao. nguai tieu 
dung co the trai nghiem nhung phan ung cam xuc kha manh me doi vai mot tac 
nhan kich thich. Nhung cam xuc nay d in luot no co thC ; anh huong den thai do. 
Trong trircmg hap nay. cam xuc cua nguai tieu dimg boat dong nhu Id mot ngudn 
truyen thong, vd nguai tieu dimg se can cu vdo nhung cam xuc nay de ddnh gid ede 
tdc nhan kich thich. Nhung cam xuc dong vai tro then chot nhieu him trong thay 
doi thai do khi no phii hap. hoac tuang thich vai san pham hay djeh \ u cung img. 
Vi du, mot nguai nao do dang yeu co the co thai do thuan lgi horn doi un mol loai 
nuac hoa dat tien hay mot bo phim. trong khi mot nguai khac khong co duoc cam 
xuc nay. Chien dich quang cao cua Kodak “Chia se khoanh khac. chia se cuoc 
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song nhac nha nguai tieu dung ve nhung cam xuc ti'ch cue khi chup anh vori gia 
dinh va ban be. 

b)Thdi do ddi vdi quang cdo (Aad) (52) 

Mac du hau het cac nghien ciru thai do deu tap trung vao thai do cua nguai 
tieu dung doi vai thuang hieu, mot so nghien ciru chirng minh rang thai do ddi vdi 
quang ccio (Aad) (trong do thuang hieu dirge quang cao) se anh huong den thai do 
doi vdi thuang hieu va hdnh dong. Noi each khac. neu chung ta xem mot quang cao 
va thich no, su ua thich quang cao se lam cho thuang hieu dep han va do do thai do 
cua chung ta doi vai thuang hieu la thuan lgi. 

2.2. Cac niton to dith Inr&ng den tliai do cam xuc 

Khi MAO vai no lire cao, va thai do dua tren cam xuc, nhieu chien luge 
trong hinh 6.9 dugc sir dung de thay doi thai do. Nhu vai thai do ly tri, nguai lam 
thj truong co the sir dung nhung due diem cua nguon truyen thong vd thong diep de 
thay doi thai do cua nguai tieu dung bang each tac dong den cam xuc cua ho. 

a)Nguon truyen thong 

Su help dcin cua nguon truyen thong anh huong den thai do cam xuc vdi no luc 
cao. Nghien ciru ve su hap dan cua nguon truyen thong cho rang khi MAO cao. no 
lire cao, cac nguon truyen thong hap dan co xu huong tao ra nhung thai do thuan lgi 
neu nguon truyen thong phit hap vdi chung loqi san phdm (vi du, xe 6 to hang sang, 
thai trang. my pham, tham my). Hieu ung nay dugc goi la gid thuyet tuang htjp 
(nguon truyen thong tuang hop vai san pham). Cac nguon truyen thong hap dan 
thich ung co the gia tang thai do, hoac quang cao co day du thong tin va hap dan tac 
dong den niem tin cua nguai tieu dung doi vai san pham. Mot nguon truyen thong 
hap dan nhung khong thich ung co the lam xao lang nguai tieu dung tir noi dung 
thong diep (chang han, khi xem Lam Truong quang cao cho bot giat Tide, nguai ta 
tir hoi ca si nay co biet giat quan ao khong). Nhung nguai khac cho rang hinh anh 
thanh cong, sir lam viec cham chi va tinh chinh true ciia nguon truyen thong phii hgp 
vai cong ty. Moi quan he giura su hap dan va thay doi thai do cung co the ap dung 
cho cac diem ban hang. Nguai ban hap dan ve mat the chat dugc cho la co kl nang 
ban hang tot han, va do do co the dap ung nhu cau cua nguai tieu dung tot him. 
Nguai tieu dung co xu huong bj loi cuon va mua hang tir nhung nhan vien ban hang 
dugc xem la giong ho. 

h) Thong diep 

Vi nguai lam thi truong co the su dung dac diem cua nguon truyen thong de 
hieu va tac dong den \u ly cam xuc, ho cung co the su dung nhung dac diem cua 
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thong diep de tac dong den nguoi tieu dung. Cu the, cac quang cao cam xuc va gay 
so hai la hai dac diem quan trong nhat cua thong diep. 

♦ Ouang cao cam xuc 

Doi khi nguoi lam thi truong co gang tao anh huong den thai do nguoi tieu 
dung bang each sir dung cac quang cao goi nhirng cam xuc nhu tinh thuong. mong 
uoc, niem vui. hy vong. hao hue, lieu linh. so hai. gian dur. xau ho. hay cu tuyet. 
Nhirng cam xuc tich cue nhSm ihu hut khach hang den voi san pham. trai lai nhirng 
cam xuc lieu cue nham tao ra sir lo Icing cho nguoi tieu dung ve nhirng gi co the 
xay ra neu ho khong sir dung san pham (Quang cao kern danh rang tao ra su lo ling 
vc rang khong trang, hoac bj sau rang). Vi du. quang cao nude mam Chin-su ve 
bira an gia dinh vui ve. dam am dem lai cho nguoi xem cam giac vui ve. hanh phuc. 

Cac quang cao cam xuc co the gidi han so luong thong tin lien quan den san 
pham ma nguoi tieu dung co the xir ly. Vi vay, nhung quang cao cam xuc co the 
him hieu hon khi sir khoi day cam xuc lien quan den viec tieu dung san pham, va 
dieu nay la pho bien khi cac dong co huong thu hay bieu luong la quan trong. Vi 
du. mot so nha san xuat loai kinh mat dat tien da huong cac quang cao ve thoi 
trang vd sugoi cam. Cung vay, Volvo chuyen sir tap trung cua mot so chien djeh ra 
khoi su an loan va huong den “lai xe thu vj va soi noi” - cung bo sung them thong 
diep "huong thu choc song "- bdi thuong hieu da phat trien mot hinh anh manh ve 
su an toan va te nhat. 

c) Ouang cao gay so hai 

Quang cao gay so hai co gang tao ra sir so hai hoac lo lang bang each nhan 
manh den nhung hau qua tieu eye cua viec thyc hien hoac khong thyc hien mot 
hanh vi cu the nao do (Vi du, quang cao tren dai truydn hinh Viet Nam vi nhirng 
hau qua co the xay ra do khong doi mu bao hiem). Bang each gay ra so hai. nhung 
nguoi lam thj truemg hy vong nguoi tieu dung se co dong luc de suy nghl \i thong 
diep va hanh xu theo each mong muon. Nghien ciru xem xet tinh him hieu cua cac 
quang cao so hai trong thay doi thai do va hanh vi dem lai nhung kdt qua khong 
thong nhat. Nhung nghien cuu truoc day cho rang quang cao so hai la khong hiru 
hieu boi su phong thu tri giac cua nguoi tieu dung giup ho vuot qua va lam ngo d6i 
voi thong diep (do ban chat de doa cua thong diep). Nghien cuu nay giai thich tai 
sao lai canh bao cua bac si ve bao goi. quang cao thuoc la,... la khong him hieu. 
Nhirng nghien curu gan day cho rang quang cao so hai co the hiru hieu trong mot s6 
dieu kien nhat dinh. 

3. Kha nang dy doan hanh vi ciia thai do 

Nguoi lam thi truimg khong chi quan tarn den each there tao lap \a tha\ doi 
thai do rna con muon biel \ e viec thai do co dy doan duoc hanh \ i ha> khong. khi 
nao va tai sao. Mo hinh TORA cho phep cung cap thong tin nav bang \iec du doan 
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nhung nhan to anh huong den du djnh hanh dong cua nguoi lieu dung. Tuy nhien. 
nhir noi truoc day, nhung gi chung ta du djnh lam khong luon luon dung voi nhung 
gi chung ta that sir lam. Do do. nguoi lam thj truong cung can quan tarn den nhung 
nhan to anh huong den moi quan he thdi do - hanh vi. Do la: 

- Mac do Idi cvon: Thai do co the du doan hanh vi tot hon khi sir loi cuon 
nhan thuc la cao va khi nguoi tieu dung xir ly hay suy nghi sau sac ve cac thong tin 
lien quan den doi tuong. Thai do co xu huong manh va ben bi. do do co tinh du 
doan tot hon cho hanh vi nguoi tieu dung khi su loi cuon cam xuc la cao. 

- Kien thuc vd kinh nghiem: Thai do co the du doan hanh vi khi nguoi tieu 
dung co kien thuc hoac trai nghiem voi doi tuong. Vi du. khi ra quyC't djnh rnua 
may tinh. mot nguoi tieu dung chuyen gia co the tao lap thai do dua tren cac thong 
tin chi tiet (so voi mot nguoi khong biet gi ve may tinh). Thai do nay sau do se 
dupe duy tri cao va lien quan manh me den hanh vi. 

- Tinh co the tiep can cua thai do Thai do co lien quan manh me den hanh vi 
khi no co the tiep can dupe hay khi no dupe nho den dau tien ("top of mind")- 
Ngupc lai, ncu mot thai do khong the dupe nho lai mot each de dang, no se it anh 
huong len hanh vi tieu diing. Kinh nghiem true tiep (sir dung san pham) noi chung 
gia tang tinh co the tiep can ciia thai do doi voi nhung thuac tinh duac trai nghiem 
(vi du, ncm. so), trai lai quang cao tao lap thai do co the tiep can cho nhimg ilwoc 
tinh tim kiem (vi du. gia. thanh phan). dac biet khi mire do lap lai cao. 

- Sir tin tuong cua thai do: Mot nhan to khac anh huong den quan he thai dp - 
hanh vi la su tin tuong cua thai do. Su tin tuong co xu huong manh him khi thai dp 
dua tren hoac so lupng thong tin lbn hon hoac thong tin chan that hon. Va khi 
chung ta tin tuong, thai do co the du doan hanh vi tot hon. 

- Tinh cu the cua thai do: Thai do la nhan to dir doan tot khi hanh vi cu the. 
Vi vay, neu chung ta muon du doan mot nguoi se di hoc leo nfii hay khong. do 
ludng thai do cua anh ta doi veri leo niii noi chung sc it co kha nang du doan hanh 
vi. hon la do ludng thai do cua anh ta doi voi viec hoc leo nui nipt each cu the (hoc 
khi nao. 6 dau,...). 

- Mdi quan he thai do - hanh vi theo thdi gian: Khi nguoi tieu dung tiep xuc 
voi mot thong diep quang cao nhung khong thu san pham. su tin tuong cua thai dp 
se giam theo thai gian. Do do. nguoi lam thi truong non thiet ke Ijch trinh quang 
cao de tai kich hoat thai dp ngiriri tieu dung va tao sir tin tuong cua thai dp thong 
qua quang cao lap lai. 

- (Tic nhan to tinh huong: Cac nhan to tinh huong co the ngan ngira viec xa\ 
ra hanh vi va do do lam yeu di moi quan he thdi do - hanh vi. Ban co the co thai do 
thuan loi doi voi xe hoi Honda Civ ic, nhung co the ban khong mua do khong co 
tien. Hope, thai do cua ban khong dan den hanh dong mua do hot hang. I rong 
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nhung boi canh khac, tinh huong sir dung co the lam thay doi thai do. Vi du. thai dp 
cua ban doi voi cac loai bia khac nhau phu thuoc vao viec ban mua bia cho tieu 
dung gia dinh hay tai buoi tiec. 

- Cac nhan to qui chuan xa hoi: Theo mo hinh TORA cac nhan to qui chuan 
xa hoi co the anh huong den moi quan he thai do - hanh vi. Vi du. ban thich di xem 
mua ba le. nhung ngudi than ban khong thich. Mac du thai do cua ban doi voi mua 
ba le la tich cue va dan din hanh vi. nhung dong lire tuan thu cac qui chuan xa hoi 
doi voi ban la manh horn. 

- Cac biin sd tinh each: Cuoi cung, mot so kieu tinh each co the tao ra moi 
quan he thai do - hanh vi manh hon nhung kieu tinh each khac. Nhung ca nhan that 
sir thich tu duy ve moi vice se the hien moi quan he thai do - hanh vi manh hon do 
thai do dua tren no lire tu duy xir ly cao. Cung vay, nhung nguoi huong den noi 
tarn se the hien kieu hanh vi nhu nhau voi moi tinh huong. do do co moi quan hp 
thai do- hanh vi nhat quan hon. Nguoc lai, nhung nguoi bj anh huong boi nhirng 
nguoi khac se co gang thay doi hanh vi de thich ung voi moi tinh huong. 

III. TAO LAP VA THAY 1)01 THAI DO NO U/C THAP 

1. Lo trinh xii* lv thong tin no luc cao doi voi no lire thiip 

Khi nguoi ticu dung khong sdn sang, hoac khong the danh nhieu no lire hay 
nguon luc cam xuc de xir ly truyen thong Marketing, chung ta goi do la tinh huong 
no lire thdp. 0 day, nguoi tieu dung khong suy nghl ve y nghla san pham. ma ket 
noi mot each dong cam voi cac nhan vat trong quang cao. hay co ly le phan khang 
hoac ho tro thong diep thuirng hieu. Vi vay, klii no lire xir ly thdp ngirdi tieu diing 
tin rang khong tao lap nhirng niim tin manh me hay nhirng thai do co the tiep can, 
hen hi, khang cu hay tin twrng 

Nhu da noi o chuong 3. nhung tinh huong no luc thap la nhung tinh huong 
ma 6 do nguoi tieu dung khong co dong co. kha nang, hay co hoi (MAO) de xu ly 
thong tin. Khi do. nguoi tieu dung co xu huong tiep nhan thong tin mot each thu 
dong, nguoi lam thj truong phai su dung mot chien luge tinh den muc do xu ly 
thap. Thay vi tap trung vao nhung ly le thong diep then chot. quang cao se huru hieu 
hon neu chon lo trinh xir ly ngoqi vi. Xu ly ngoai \ i xav ra khi thai do cua nguoi 
lieu dung khong dua trC*n xem xet kl luong ve thong diep va ket noi voi thuong 
hieu mot each dong cam. ma dua vao nhung khia canh xir ly de dang cua truyen 
thong, gqi Id cite yen to he mat nhu dqc diem hen ngoai cua nguon truyen thong, 
nhirng yen to nen cua quang cao (dm nhqc. hinh anh hap dan. sir hdi Inn ret. va hoi 
canh quang cao (dqc diem chuong trinh md quang cao dirac dua vdot duoc goi la 
nhung tin hieu ngoqi vi (hay yen to ngoqi vi). 
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Nhu vay, Id trinli xOr ly ngoqi vi xdy ra khi MAO thap, nguoi lam thj trirong 
tdc dong den thai do cua nguoi tieu diing thong qua ede yeu to khde ngodi ly le 
thong diep chink 

Khi no lire xu ly cao. ca hai 16 trinh ly tri va cam xuc dcu dugc sur dung. 
Trong trirong hap no lire xu ly thap, cung co the sir dung ca hai 16 trinli nay. Ngiroi 
lam thj trirong co the thiet ke quang cao nham gia tang suy nghT hoac/va cam xuc 
cua ngiroi tieu dung. 

2. Tao lap va thay doi thai do ly tri 

2.L Cdclt tlurc tao lap thai do ly tri 

Phan tren da giai thich each thurc niem tin cua ngiroi tieu dung tao nen nen 
tang ly tri quan trong cho thai do cua ho. Khi no lire xu ly thap, thai do co the can 
cu tren nhung niem tin don gjan va khong manh, do 6 day ngiroi tieu dung khong 
xur ly thong tin mot each sau sac. Thai do cua nguoi tieu dung no lure thap co tinh 
khang cir thap hon so voi nguoi tieu dung no lure cao, khien cho ho **mat canh 
giac'\ khong khang cir lai thong diep hay phat trien nhumg ly le phan doi (CAs). 
Khi no lire xur ly thap. ngiroi tieu dung co nhurng niem tin dim gian bang each thiet 
lap nlumg suy hum dan gian ( ' 3) . Vi du, neu mot quang cao giong voi quang cao 
mot nguyen mau chung loai san pham hoac dich vu, nguoi tieu dung co the tin rang 
hang hoa giong thuong hieu nguyen mau va tao lap thai do tich cue. Nhurng niem 
tin suy luan ve thuong hieu cung co de xuat phat tir phan tich hen ngodi ve ten 
thuong hieu, nuoc xuat xu, gia hay mau sac. 

Ben canh do, nguoi tieu dung co the tao lap nhung niem tin don gian dura tren 
strqiii ket hay chirng tlurc. Neu nguoi tieu dung qui ket rang nguiri chung thirc cho 
san pham lam vi tien. ho se khong tin tirimg quang cao. Nguoc lai. neu ho nhan 
thurc rang nguoi chung thirc biet ve san pham, quang cao se tin cay hon. 

Cuoi cung, nguoi tieu dung co the tao lap ede yen to khdm plui hay 
nhurng nguyen tdc nhan dien don gian co the de dang vien dan vd doi hoi Ur duy 
it. Vi du, nguoi tieu dung co the su dung mot yeu to kham pha nhu: “Thuong 
hieu noi tieng thi phai tot'’ de suy luan rang thuong hieu dugc quang cao 
thuong xuyen thi chat lugng cao hon. Mot kieu dac biet cua yeu to kham pha la 
tan suat yeu to khdm plta >S) . can cir vao do. nguoi tieu dung tao lap niem tin 
dira tren mot so ly le ung ho (SAs). Ho co the nghT: "No phai tot \ i co ca chuc K 
do lai sao toi thich no". C ac nghien cun cung chi ra rang nguoi tieu dung tlurc te 
co nhung niem tin manh hon khi ho nghe lap lai cung mot thong diep. dieu nay 


,j ' Xay ra khi ngiari tieu dung tao hip niem tin dica tren nhirng lien lining don gun 
>y4t Mnrng nguyen tdc dau hieu dan gian ho Ira ddnh gia hay ra quyet dinh 
Mnrng niem tin can cir dan gian tren so lirang ede ly le ung ho (SAs) 
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dirge biet den nhu la liieu irng sir that <56> . Sir quen thuoc voi thong diep nhu la 
mot each dirge ira chuong de danh gia do chinh xac cua thong diep. 

2.2. Ciic nhan to dull li trong den thai do ly tri 

Nguoi lam thi truong can xem xet nhieu nhan to khi tac dong den thai do ly 
tri. Mot la, sue manh va tarn quan trong cua niem tin nguoi tieu dung. Hai la, kha 
n^ng ngircri tieu dung tao lap nhumg niem tin thuan Ipi dua tren suy hum, qui kit va 
yeu to kheim phd ma ho sir dung khi xu ly thong diep. Khi thiet ke truyen thong 
vupt qua nhung chuong ngai nay, nguoi tieu dung can xem xet nhung dac diem 
quan trong cua truyen thong: (a) Nguon truyen thong, (b) Thong diep, vci (c) Boi 
ednh quang ccto 

a) Nguon truyen thong 

Nhumg dac diem cua nguon dong vai tro quan trong trong anh huong den 
nhumg niem tin cua nguoi tieu dung khi no luc xu ly la thap. Nhumg nguon dang tin 
cay co the dong vai tro nhu la yeu to ngoai vi de thuc hien danh gia don gian, nhu 
la: “Nhumg tuyen bo tu chuyen gia co the tin dupe" hay “San pham dupe churng 
thuc boi chuyen gia chac han phai tot". Luu y rang nguon chuyen gia dupe su dung 
o day nhu la mot tin hieu don gian de danh gia do tin cay cua thong diep. va khong 
giong nhu truong hop no luc cao. no luc nhan thuc la thip. Nguoi lam thi truong 
cung co the gia tang co hoi de nguoi tieu dung tin tuong bang each bao dam rang 
nguoi chung thuc khong quang cao nhumg san pham khac. 

b) Thong diep 

Ban than thong diep co the anh huong den thai dp theo mot so each khi no 
lire xu ly cua nguoi tieu dung la thap: 

Thong tin pliii hap vai chung loqi san pham va gian do Nhieu yeu to 
truyen thong anh huong den suy luan cua nguoi tieu dung tu mot thong diep. Vi 
du. nguoi tieu dung co the suy luan cac dac diem thuong hieu tir ten cua no 
(Toyota, Michelin). Chung ta co the suy luan ve chat lupng dua tren gia (gia cao 
thi chat luong cao) hay thuoc tinh dua tren mau sic (chang han mau xanh duong 
bieu thi sir tram tinh). Vi vay khi thiet ke quang cao cho nhurng nguoi tieu dung 
no lire thap, nguoi lam thj truong phai chu y d^n cac lien tuong tuc thai ma 
nguoi tieu dung co dupe de dang thong tin hinh anh va Mng loi. Nhung lien 
tuong nay phai phu hop voi thong tin ve chung loai va gian d6 luu giu trong tri 
nho nguoi tieu dung. 

So luong ly Ic thong diep: lan suit yeu to kham pha co the cung anh huong 
den niem tin cua nguoi tieu dung ve thong diep. () day. nguoi tieu dung khong 


Xii) r\i kill nginri tu n diing tin mot tuyen bd chi vi no dinre hip di lap lot 
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the xix ly tat ca thong tin, ma chi don gian tao lap niem tin dua tren so luong ly le 
ling ho. 

Thong diep don gian Trong nhung tinh huong xir ly thap. mot thong diep 
don gian co the huru hieu hern bbi ngudi tieu dimg khong xu ly nhieu thong tin. 
Nguiri lam thj trudng thuong muon chuyen tai nhung thong tin co ban, va chi ra tai 
sao mot thuong hieu cu the lai uu viet, dac biet khi no co mot diem khac biet so vdi 
doi thu canh tranh. Tuy nhien, thay vi cung cap qua nhieu thong tin chi tiSt vS 
thuomg hieu cho ngudi tieu dung no luc thap, ngucri lam thi trudng nen cung cip 
mot thong diep dcm gian, tap trung vao mot hoSc hai diem then chot. Vi du. Pepsi 
co dong cho nude uong Aquafina vdi thong diep dcm gian: "Qua tinh khibt, chiing 
toi khong hua hen gi hem nua”. 

Thong diep loi cuon: Ngucri lam thj trudng doi khi muon gia tang su loi cuon 
cua ngudi tieu dung vdi thong diep de dam bao thong tin duoc tiep nhan. Mot chien 
luqc chung la tao ra quan he vdi ca nhan ngudi tieu dung 07 ’. Cac nghien cuu chi ra 
rang chien luoc nay co the huu hieu khi tao lap thai do thuan loi va du dinh mua, 
dac biet neu no duoc sir dung d muc do vita phai va su loi cuon khong qua thap. 
Tuong tu, nhd va sir dung ten ngudi tieu dung trong tinh huong ban hang se gia 
tang hanh dong mua. Cuoi cimg, ngudi tieu dung se co thai do thuan loi hon doi 
vdi thuong hieu co tinh each tuong dong vdi ngudi tieu dung. 

c)B6i canh qudng cao va su lap lai 

Mac du cac nhan to nguon truyen thong va thong diep co the anh huong den 
thai do cua ngudi tieu dung, boi canh thong diep co the anh huong den sue manh 
niem tin va su noi troi cua nhung niem tin doi vdi ngucri tieu dimg. Cu the. mot 
cong ty co the lap lai thong diep de ho tro ngudi tieu dung ve kien thuc co han lien 
quan den dac diem hay loi ich quan trong cua sdn pham. gia tang sue manh vd tinh 
noi trpi cua niem tin. Hon nua, ngudi tieu dung khong co gang xu ly thong tin mot 
each chu dong; viec lap lai lien tuc se gia tang goi nhd ma khong can no luc hay 
tiep thu ngdu nhien m .. 

Thu hai . sir lap lai co the gia tang nhan thuc thuong hieu. khien ten thuong 
hieu quen think hon. de nhan biet trong cua hang, gia King khu ndng nhd lai cua 
ngudi lieu dimg khi quyi'l dinh vd gia king niem tin vdi thuong hieu 

Thu ba. qudng cao lap lai khien cho cac tuven bd dang tin hon (hieu t'mg sir 
that). Hieu ung lap lai nav manh hon khi quang cao duoc tung ra o nhung thdi 
diem each nliau deu dan. 


' Kit noi mot thong diep vdi kmh ngliiem ca nhan hay hinli anh cat tot 
"'I iec tiep thu kien iltirc xiail phot tir sir lap lai han Id id xu ly ed y thuc 


5. HANH VI N.TDClNG'A 
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3. Tao lap va thay doi thai do cam \uc 

3.1. Cach thire tao lap thai (to earn xuc 

Viec tao lap niem tin ly tri a mure thap dua tren cac yeu to ngoai \ i khong chi 
la each duy nhat tao lap thai do no lire thap. Thai do co the cung dua tren nhurng 
phan ung tinh earn hay cam xuc doi vai nhung yeu to ngoai vi de dang xu ly. 
Nhung tien trinh cam xuc no lire thap nay co the dua vao: (a) Men irng tiep xuc 
don gian L ' 9i , (h) Plum xq co dieu kien, (c) Thai do doi voi quang cdo. vd (d) Tam 
(rung nguai lieu dung. 

a) Hieu img liep xuc don gian 

Theo hieu irng liep xuc don gian, con nguai thuang ihich nhung doi ticong 
quen thuoc hon. Hieu irng tiep xuc dem gian co the giai thich tai sao nhieu thuomg 
hieu trong so 30 thuang hieu hang dau vao nhung nam 30 van dung dau cho den 
ngay nay. Hau het cac thao tac ve hieu irng tiep xuc dan gian da dien ra trong cac 
nghien cuu a phdng thi nghiem. \ a viec no co the duac khai quat hoa ra the gicri 
thuc hay khong van dang dirge xem xet. Nguai ta van cho rang nhung tiep xuc 
lap lai giam sir khong chac chan ve tac nhan va tang ca hoi xu ly no. Cac nghien 
cuu van chua chi ra dirge khi tinh nang san pham dong deu va nguai tieu dung it 
no luc lua chon thuang hieu, thi hieu ung tiep xuc dan gian co the gia tang hay 
khong kha nang canh tranh cua mot thuang hieu quen thuoc. 

h) Phan xq co dieu kien 

Mot phuemg phap anh huang den thai do nguai tieu dung ma khong doi hoi 
nhieu no lire la phan xa co dieu kien. Phan xa co dieu kien tra nen noi tieng tu 
nghien cuu cua nha khoa hoc Nga Ivan Pavlov vao the ky 19. Thong thuang. 
nhung con cho doi bung se tu dong tiet nuac bot khi thav there an. Pavlov kham 
pha rang co the khien cho nhung con cho nay tiet nuac bot khi nghe tieng chuong 
reo. Dieu nay xay ra nhu the nao? Theo Pavlov, there an la mot tac nhan kich thich 
vo dieu kien. va phan xa tiet nuac bot khi thay thirc an la mot phan xa \ 6 die'u kien 
(Hinh 6.6). Mot tac nhan kich ihich Id vo diiu kien khi tu dong phdt ra mot phan xq 
khong chu y. Trong tinh huong nav. nhurng con cho tu dong tidt nuac bot khi thiy 
there an. Ngugc lai. mot tac nhan kich thich co dieu kien Id mot \iu ti> khong tu 
dong lam phdt ra mot phan xa khong chu y 


'" i> Xay ra kin su quen thin '>< Jan Jen vice ini tliich mot doi tuong 


130 


5 KAMH VIN TDUNG^ 




Ilunli vi ngir&i tieu dung. 



Tieng chuong 



Nitric ngot 


IHnit 6.6: Pliait xa co dieu kien. 


c) Thai do doi vai quang cdo 

Mot khai niem hum ich khac trong viec hieu nen tang cam xuc ciia thai do no 
lire thap la thdi do cua ngicai tieu dimg doi vai quang cdo (Aad). Doi khi ngircri tieu 
dung thich mot quang cao den nn'rc chuyen cam xuc tich circ tir quang cao sang 
thirong hieu. Mot nghien cum tim thay rang nhimg niem tin hay kien thire ve 
thurorng hieu khong phai la cac nhan to day du cho thdi do doi vtri thin mg hieu (Ab). 
Aad dem lai lai giai thich bo sung co y nghia - thirong hieu co quang cao dirge ira 
thich se dugc danh gia thuan Igi hon. Aad duac xem Id chi so tot nhdit cua tinh him 
hieu quang cdo. 
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Cad That do Iv tri hay cam \itc J6i \w quang cdo (Phan img I) (ri ha\ cam xuc doi \in quang cdo) 

Ch Thai do ly (ri doi voi throng hieu (Stem tin doi \vi throng hieu) 

Aad Thai do doivoi quang cdo (ddnh gia long the) 

A b Thai do doi Wri throng hieu (ddnh gid tong the) 
lb Du dmh mua doi voi throng hieu 

With 6.7: Gid thuyet trung gian doi ngdu (DMH) 

(MacKenzie, Lutz and Belch, I986) m 

Gid thuyet trung gian doi ngdu (hinh 6.7) la mot giai thich co ve phuc tap ve 
moi quan he giua sir ira thich cua nguai tieu dung doi vai mot quang cao va thai do 
doi voi thiromg hieu (Ab). Theo gia thuyet nay, nguai tieu dung co mpt thai dQ 
thuan lai doi vai quang cao bai ho thay rang no dang tin hoac ho cam thay de chiu 
khi xem quang cao. Vi vay, gia thuyet trung gian doi ngau cho rang thai do doi voi 
quang cao (Aad) anh huemg den thai do doi vai thuang hieu (Ab) thong qua sir tin 
tuang hay ira thich. Nhumg phan img nay lai anh huemg thuan lai den dir dinh mua 
cua nguai tieu dung (lb). Vi vay. nguai tieu dung thich quang cao se co (1) nlnmg 
mem tin tot ve thuang hieu (Cb) hoac (2) thich thuang hieu (Ab) do thich quang 
cao. 6 day. Aad dirac xem la yen to ngoqi v/, no co anh huang len 16 trinh trung 
tarn Cb -> Ab: cung co su chap nhan thong diep, anh huang gian tiep len Ab thong 
qua Cb. Nguai tieu dung cang co thai do thuan lai doi vai quang cao thi cang de 
chap nhan noi dung quang cao. Dong thai Aad anh huang true tiep len Ab tao 
thanh 16 trinh ngoqi vi Aad->Ab. 

d) Tam trqng 

Thai do cam xuc co the bi anh huang bai tarn trang cua nguai tieu dung. 6 
day, mot tac nhan tao ra mot tarn trang tot hay xau; tarn trang lai anh huang den 
phan ung cua nguai tieu dung. Chung ta thich mot eai gi do neu dang a tarn trang 
tot va nguac lai. Tam trang co the lam sai lech thai do theo dinh huang phu hey voi 
tarn trqng. Luu y rang tarn trang khac vai phan xa co dieu kien bai tarn trang (1) 
khong doi hoi mot lien tuang lap Iqi giua 2 tdc nhan va (2) co the anh huang den 
ddnh gid cua nguai tieu dung doi vai hat cu doi tuang ndo. khong chi doi vai cue 
tdc nhan. Theo mot nghien eiru. nguai tieu dung dang co tarn trang tot se ua thich 
va bo qua thong tin tieu cue ve mot thuang hieu. 


mt MacKenzie S.H., l.ut: K.J. et Belch G.E (I9S6), The Role of Attitude t ,. t r A „ h . it y JS a 
Mediator of Idealising Effectiveness -t Test of Competing Explanations Jounu of Marketing 
Research. 23t\layi 130-143 
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3.2. Cue nil an Id anh hitting den thai do cam xiic 

Khi ngubi tieu dung thuc hien no lire xu ly it va tao dung thai do dua tren 
cam xuc, ba nhan to anh hudng den thai do cam xuc la: nguon truyen thong, thong 
diep va boi canh quang cao. Ba nhan to nay dua tren no luc xu ly thap: hieu img 
don gian, phan xa co dieu kien, thai do doi voi quang cao va tarn trang. 

a) Nguon truyen thong 

Ducri dieu kien no luc thap, hai nhan to quan trong lien quan den dac diem 
nguon truyen thong co the tao ra nhung phan ung cam xuc thuan lpi: su hap dan 
hinh the va su ua thich doi voi nguon truyen thong. 

♦ Cac nguon truyen thong hap dan 

Mot so lupng Ion quang cao voi nhung ngubi mau, ngubi phat ngon hay nhan 
vat noi tieng the hien niem tin lau ben rang su hap dan khuon mat va hinh the co 
tac dung kich thich ban hang, dac biet trong cac nganh kinh doanh sac dep (cac hoa 
hau va sieu mau quang cao cho my pham. thbi trang). Khi dong co xu ly mot thong 
diep quang cao thap, cac nguon hap dan anh hubng quan trong den thai do doi voi 
thuong hieu, bat ke ly le thong diep la manh hay yeu. 

♦ Cac nguon truyen thong de men 

Su dang men cua nguon truyen thong (vi du: cac nhan vat noi tieng duoc 
cong chung yeu men) co the anh hubng den thai do cam xuc. Nhung nguon truyen 
thong de men dong vai tro nhu la nhung tac nhan kich thich vo dieu kien. tao nen 
mot tarn trang tich cue, dan den danh gia thuan loi cua ngubi tieu dung ve quang 
cao hay thuong hieu, ngubi tieu dung co cam xuc tich cue hon ve nhung san pham 
dupe quang cao. Ben canh nhung nguon truyen thong co hinh the hap dan va de 
men, co nhung nguon truyen thong khong hap dan ve hinh the, nhung co dac diem 
hay tinh each dupe ua chuong boi ngubi tieu dung. 

♦ Cac nguon truyen thong noi tieng 

Su hap dan hinh the va sir de men cua nguon truyen thong giai thich tai sao 
nhung ngubi noi tieng dupe su dung rong rai nhat trong truyen thong, chiem den 
mot phan ba trong tat ca cac quang cao tren truyen hinh. Cu the. nhung nguon 
truyen thong noi tieng co the hvru hieu khi dupe ket noi voi san pham hay djeh vu 
(gia thuyet tuong hop). 0 Viet Nam. nhieu nhan vat noi tieng thuong dupe sir dung 
nhu nhung nguon truyen thong pho bien trong quang cao hang tieu dung: Ho Ngoc 
Ha, My Tam, Mai Phuong Thuy,... 

b) Thong diep 

Cac dac diem thong diep bao gom hinh anh dep. dm nhac. sir hai hirtic. noi 
dung cam xuc va boi canh cung anh hubng den thai do cam xuc no luc thap cua 
ngubi tieu dung. 
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♦ Hinh anh dep 

Nguoi lam thi truong thuong sir dung cac hinh anh dep de tac dong den xtr ly 
thong diep. Hinh anh dong vai tro nhu tac nhan kich thich co dieu kien. anh huong 
den tarn trang nguoi tieu dung, gia tang tinh hap dan cho quang cao. Cac nghien 
cuu noi chung ho tro quan diem cho rang hinh anh dep co the tac dong manh den 
thai do doi voi quang cao khi chung dupe xu ly theo 16 trinh ngoai vi. 

♦ Am nhac 

Am nhac duoc sir dung thuong xuyen nhu la mot cong cu truyen thong cua 
nhieu cong ty. Trong Marketing, am nhac tao ra nhieu hieu ung tich cue. Thic nhat , dm 
nhac co the la mot tac nhan kich thich huru hieu cho mot chien luac phdn xa co dieu 
kien. Thu hai, am nhac co the dua nguoi tieu dung den mot lam trang tich cue va dan 
den thai do tich cue. Thu ha, am nhac la huu hieu de tao ra nhung cam xuc tich cue 
nhu hanh phiic, thanh than, hao hire va thu gian. Cudi cimg, am nhac co the kich thich 
nhung ky ire cam xuc, nhung cam xuc lien tudng voi nhung ki ire nay se dupe chuyen 
sang quang cao, thuong hieu, cira hang hay cac doi tupng khac. Nhieu nghien ciru da 
cho thay am nhac co the anh huong tich cue len du djnh mua. 

Am nhac co the tao ra phan ung cam xuc tich cue dua tren cau trite am nhac. 
Bang 6.1. mo ta nhieu dac tinh am nhac va cac phan ung cam xuc co the tao nen tir 
am nhac. Kieu am nhac sir dung va y nghla san pham ma no chuyen tai co the thay 
doi theo cac nen van hoa khac nhau. Nguoi lam thj truong do do phai can than de 
ket noi am nhac cua ho voi nhung phan ung cam xuc mong muon. 

Bang 6.1: Cac dac tinh dm nhac doi v&i vife tao ra sir the hien cam xuc klidc nliau. 


The hien cam xuc 


Yeu to 

am 

nhac 

A gliiem 

«gki 

Buon 

7M 

cam 

Thanli 

than 

Hai 

hif&c 

Vui ve 

Hao 

lure 

Trang 

trong 

Kink 

hoanz 

Dieu 

nhac 

Thlr 

Thu 

Thu 

Truong 

Truong 

Truong 

Truong 

Truong 

Thu 

T6c 

do 

Cham 

Cham 

Cham 

Cham 

Nhanh 

Nhanh 

Nhanh 

Trung 

binh 

Cham 

Dp 

cao 

thap 

Thap 

Thap 

Trung 

binh 

Trung 

binh 

Cao 

Cao 

Trung 

binh 

Trung 

binh 

Thap 

Nhip 

dieu 

Manh 

Manh 

Uyen 

chuyen 

Uyen 

chuyen 

Uyen 

chuyen 

U>en 

chuyen 

Khong 

deu 

Manh 

Khong 

deu 

Hoa 

am 

Thuan 

Nghich 

Thuan 

Thuan 

Thuan 

Thuan 

Nghich 

Nghich 

Nghjch 

Am 

Itf^ng 

V6a 

phai 

Nho 

Nho 

Nho 

Vira 

phai 

Vira 

phai 

To 

To 

Thay 

doi 
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Il('mh vi nguai lieu diing. 


♦ Hai hirac 

Tinh hai huac la pho bien a cac quang cao truyen hinh: 24 den 42° o cac 
quang cao tren truyen hinh la hai hirac. sau do la cac quang cao tren truyen thanh. 
Mot quang cao co the sir dung tinh hai hirac theo nhieu each khac nhau bao gom 
choi chu, noi an y, noi diia, cac tinh huong gay cuai, chain biem, nua mai. Tinh 
pho bien cua sir hai huac trong quang cao khong co gi ngac nhien vi no lam gia 
tang sir ira thich doi voi ca quang cao va thuang hieu. Quang cao cho sua Zin Zin 
tren dai VTV (Viet Nam) co tinh ngo nghlnh, hai huac va vui nhon. vi the duac da 
so tre em ua thich va nha lau. 

♦ Quang cao truyen cam t()U 

Mot kieu dac biet cua quang cao cam xuc dupe goi la quang cao truyen cant. 
Muc dich cua quang cao nay la ket noi trai nghiem sir dung san pham vai mot tap 
hap duy nhat nhung dac diem tarn ly cua nguoi tieu dung. Nhung quang cao nay co 
gang gia tang sur loi cuon cam xuc bang each tao ra trai nghiem am ap, hao hue 
han, thu vj han va phong phu horn cho san pham, doi lap vai quang cao thong tin 
(62 \ chi tim each the hien nhung thong tin xac thuc va thich dang. Vi du, Coca-Cola 
dang su dung quang cao cam xuc de chuyen tai thong diep: "Coke la mot plain cua 
niem vui song moi ngay, do Id sir boat dong, thiegidn va ket noi ban be'\ giam doc 
Marketing cua cong ty da noi. Nhung quang cao kieu nay con tap trung vao trai 
nghiem cam xuc trong cuoc song a nhung sir kien dac biet nhu cuai hoi. tot nghiep 
dai hoc,... cung nhu nhung cam xuc nong nhiet doi vai nhung nhan vat noi tieng. 
Quang cao kich tinh m co the gia t^ng sir loi cuon cam xuc voi mot thong diep. 
Mot thong diep kich tinh khien nguai tieu dung dong cam vai nhan vat va bj loi 
cuon ve cam xuc. 

♦ Boi ednh quang cao 

Chuang trinh hay boi ednh quang cao a do mot quang cao xudt hien co the 
dnh hiremg den thdi do doi vai quang cao. Mot quang cao trong mot chuang trinh 
truyen hinh vui nhon se duac danh gia thuan lai han so vai quang cao trong mot 
chuang trinh te nhat. Tuong tu. neu nguai tieu dung thich chuang trinh thi se co 
cam xuc tich cue voi quang cao va thuang hieu, khi do ho xu ly thong tin theo tarn 
trang. Vi the, theo gia thuyet chuyen tai sir kich thich . nguai tieu dung co the nham 
lSn khi gan ket cam xuc tao ra boi chuang trinh truyen hinh cho cac quang cao 
trong chuang trinh do. 


1611 Ket noi kinli nghiem tieu dimg san pham thinrng hieu vai nhung dac diem tarn ly. nham co gang 
gia tang su loi cuon cam xuc voi san pham thinrng hieu 

<K ' Cung cap cho nguai neu diing nhung thong tin thuc su. cd the kiem chirng va cd the laern chung 
v«? san pham thuang hieu. theo each rd rang vd logic, ve nhung khia canh hint hinh cua san 
pham thuong Ineu 

Quang cao vui cac nhan nit. kich han vd can chuyen 
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Ilunli vi ngir&i tieu dung. 


TOM TAT CHl/ONG 6 

Thai do la su danh gia thuan lai/bat lai ve mot san phdm. dich vu. van de, 
hanh dong, ca nhan hay su kien. Thai do co cac dac diem thuan loi / bat lpi, tinh co 
the tiep can, su tin tuong, su ben bi va tinh khang cu. 

Khi MAO cao, nguoi tieu dung dau tu nhieu no luc de xir ly mot thong diep, 
chinh la xu ly theo 16 trinh trung tam. Nhung suy nghl va tinh cam cua hp co the 
anh huong den thai do cua hp, thong qua 16 trinh trung tam ly tri ho3c 16 trinh 
trung tam cam xuc. Thai do dupe tao lap qua 16 trinh trung tam ly tri se dua vao mo 
hinh phan img ly tri va mo hinh ki vong- gia tri , goi la thai do ly tri no luc cao. 
Thai do nay bi tac dong beri (I) nguon truyen thong tin cay, (2) ly le thong diep 
manh, (3) thong tin tich cue hay tieu cue, va (4) quang cao so sanh. Thai do dupe 
tao lap qua 16 trinh trung tam cam xuc se dua vao xu ly cam xuc va thai do doi vdi 
quang cao, goi la thai do cam xuc no luc cao. Thai do nay se bi tac dong boi cac 
nguon truyen thong hap dan (tuong hop voi san pham) hay cac thong diep cam xuc. 

Khi MAO thap, nguoi tieu dung sir dung it no luc de xir ly mot thong diep, 
hay xir ly theo 16 trinh ngoai vi. Thai do dupe tao lap thong qua 16 trinh ngoai vi ly 
tri se dua vao nhung suy luan dan gian, goi la thai dp ly tri no luc thap. Thai do 
nay bj tac dong mot each ly tri boi nhung yeu t6 ngoai vi lien quan d6n ngu6n 
truyen thong, thong diep va boi canh quang cao. Thai do dupe tao lap thong qua 16 
trinh ngoai vi cam xuc se dua vao nhung xu ly cam xuc dan gian nhu (1) Hieu ung 
tiep xuc dan gian (2) Phan xa co dieu kien, (3) Thai do doi vdi quang cao. va (4) 
Tam trang cua ngudi tieu dimg , goi la thai do cam xuc nd luc thap. Thai do nay bj 
tac dong boi nhung yeu to ngoai vi lien quan den nguon truyen thong, thong diep 
va boi canh quang cao. 


★ * 


* 
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Hanlt vi nguai tieu dung. 


CAU HOI ON TAP VA THAO LUAN 

1. Thai do la gi? Neu 3 chuc n3ng cua thai do? 

2. Mo hinh phan ung ly trt khac vai mo hinh ki vong - gia tri trong viec tao 
lap thai do nhu the nao? 

3. Do tin cay dong vai tro nhu the nao khi anh huong den thai do ly tri no 
lire cao? 

4. Lai Ich va bat loi cua viec dua ra thong diep 2 phia ve mot san pham? 

5. Sir tuang phan giCra thong diep cam xuc va so hai? Tai sao chung huu hieu? 

6. Ba nhan to nao dan den thai do tich cue doi voi quang cao khi nguai tieu 
dimg dau tu nhieu no lire de xu ly mot thong diep? Nguai lam thi truemg co the ung 
dung 3 nhan to nay nhu the nao khi thiet ke cac thong diep quang cao? 

7. Vai tro cua nguon truyen thong, thong diep. boi canh va su lap lai trong 
anh huong den thai do ly tri no lire thap cua nguai tieu dung? 

8. Hieu ung tiep xuc dan gian la gi? Tai sao no quan trong doi vai cac phan 
ung cam xuc no luc thap cua nguai tieu dung? 

9. Phan xa co dieu kien ling dung tao lap thai do nguai tieu dung nhu the 
nao khi no lire xu ly la thap? 

10. Giai thich gia thuyet tuang hop trung gian doi ngau. Nhirng ung dung nao 
de tac dong den thai do doi voi thuang hieu? 

11. Trong nhirng tinh huong no luc thap. nhung dac diem nao cua thong diep 
anh huong den phan ung cam xuc cua ngudi tieu dung? 

12. Nhirng Ion ich va bat Iqi cua viec su dung cac nhan vat noi tieng trong cac 
thong diep quang cao? 


it 


it 
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11 (inh i / ngir&i tieu dung. 


BAI TAP 

1. Thu thap mot tap hop quang cao tir mot tap chi. Phan tich moi quang cao 
va xac dinh no luc cua nguoi lam thj truong trong viec thiet lap nhan biet va nho lai 
thong tin trong quang cao. Tai sao nhan biet hay nho lai la muc lieu quan trong doi 
voi nguoi lam thj truong? Ban co cho rang nguoi lam thi truong thanh cong khi dat 
duoc muc tieu nay? Tai sao co va tai sao khong? 

2. Thu thap 3 quang cao (tir tap chi hoac TV) ma ban cho rang co the tao ra 
viec xu ly ki luong doi voi thong diep. Thuc hien mot phan tich chi tiet cac quang 
cao nay theo cac cau hoi sau: 

a. Nhung kieu phan ung ly tri nao ma nguoi tieu dung co duoc khi doc/xem 
quang cao? (CAs. SAs va SDs). Dua tren nhung phan img nay. ban nghi rang moi 
quang cao se him hieu nhu the nao trong viec thay doi thai do? 

b. Ung dung mo hinh TORA. kieu chien luoc thay doi thai do nao ma cac 
quang cao nay su dung? 

c. Nhung loai phan img cam xuc nao co the xay ra? Nhirng phan img na> 
anh huong den tien trinh thay doi thai do nhu the nao? 

3. Tim 3 quang cao ma ban cho la co the tao ra mot so luong nhieu cac phan 
img ly tri tir nguoi tieu dung. Dua 3 quang cao nay cho mot mau 15 nguoi tieu 
dung xem va yeu cau ho noi ra nhirng phan ung khi doc quang cao. Ghi lai nhung 
phan img nay. Sau do phan loai cac phan ung thanh cac loai theo CAs. SDs. SAs va 
nhirng phan img cam xuc. Su dung cac thong tin nay de tra loi cac cau hoi sau: 

a. Nhung diem manh chinh cua moi quang cao? 

b. Nhung diem yeu chinh cua moi quang cao? 

c. Moi quang cao co the duoc cai thien nhu the nao? 

4 l int ra 10 quang cao ma ban cho rang co the tao ra xu ly ki luong. Phan 

licit cac quang cao na\ tren goc do nguon truyen thong va thong diep. Dua tren 

phan tich na\. ha\ tra loi cac cau hoi sau: 

a. Cac kieu nguon truyen thong va cac nhan to thong diep nao duoc sir dung 
tlnrong xuyen nhat? 

b. Quang cao nao ban cho la huu hieu nhat \ a tai sao? 

c. Quang cao nao ban cho la it huu hieu nhat va tai sao? 

5. Xem it nhat 4 tieng dong ho cac quang cao TV. Chuan bi mot danh sach tat 
ca cac ki Uniat thao luan trong chuong na\ (nguon truyen thong hap dan. nguon 
truyen thong de men. hinh anh. ant nhac. hai hude. cam xuc. thong diep don eian. 
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IJanli vi ngu&i lieu dung. 


lap lai quang cao,...). Doi voi moi quang cao, xem xet nhung kT thuat nao diroc su 
dung. Danh gia ngan gon ti'nh huu hieu cua moi quang cao tren goc do tao ra thai 
do tich cue doi vdi quang cao va doi voi thuomg hieu. Sau khi thu thap thong tin 
cho tat ca cac quang cao da xem trong 4 gio, tra loi cac cau hoi sau day: 

a. Nhung kl thuat nao ducrc sir dung thuemg xuyen nhat? 

b. Trong danh gia cua ban, quang cao nao huu hieu nhat trong tac dong den 
thai do doi vcri quang cao va doi voi thuomg hieu? Tai sao? 

c. Quang cao nao la it huu hieu nhat? Tai sao? 

6. Thu thap 5 tap chi nham den cac khan gia muc tieu khac nhau. Chuan bj 
mot danh sach chi ra tat ca cac kl thuat thao luan trong chuong nay (nguon truyen 
thong hap dan, nguon truyen thong de men, hinh anh, am nhac, hai huoc, cam 
xuc, thong diep don gian, lap lai quang cao,...). Ben canh do liet ke ra cac loai 
san pham va djeh vu co trong quang cao. Doi voi moi quang cao trong moi tap 
chi, ke ra cac loai san pham quang cao va cac kieu kT thuat su dung. Sau do tra loi 
cac cau hoi sau: 

a. KT thuat nao duoc sir dung thudng xuyen nhat? 

b. Co mot so kT thuat thudng duqc sir dung thudng xuyen hon cho mot so 
chung loai san pham va dich vu hay khong? 

c. Cac tap chi thudng sir dung mot so kT thuat nao do thudng xuyen hon cho 
cac khan gia muc tieu nao do hay khong? 


* 


* * 
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Ilaitli vi nguai tieu Jung. 


PHAN III: 

TIEN TRiNH RA QUYET DINH 


Muc dich nghien cuu hanh vi nguai tieu dung cua nguai lam thi trudmg la de 
tac dong den quyet dinh mua. Do do, phan III dong vai tro quan trong trong mon 
hoc nay. Quyet dinh mua bj tac dong bcri nhieu nhan to khac nhau ben trong va ben 
ngoai. Do vay, de dan dat ngircri tieu dung di den quyet dinh mua, nguoi lam thj 
truong se phai tac dong den cac nhan to nay. Phan III xem xet cac buac lien tuc 
trong tien trinh ra quyet dinh cua nguai tieu dung. 

Cliiiyng 7 kham pha nhung buac ca ban cua tien trinh, do la nhan hiel vdn 
de. lint kiem thong tin, danh gid va ra quyet dinh khi no lire cua nguai tieu dung Id 
cao va thdp 

Chuang 8 xem xet each thuc nguai lieu dung ho xac djnh muc do hdi long/ 
khong hdi long vai quvet dinh va each thuc ho hoc hoi dirge tir viec lua chon va 
tieu dung san pham/djeh vu. 


* 


* 
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Ilan/i vi ngtriri tieu dung. 


CHlfONG 7: 

TIEN TRINH RA QUYET DjNIl: 
NHAN BIET VAN DE, TIM KIEM THONG TIN, 
DANH GIA VA RA QUYET DjNH 


Tat ca cac nhan to tarn ly cot loi da nghien cuu a cac chircmg trudc se lam 
ncn tang cho tien trinh ra quyet dinh cua nguoi tieu dung- muc tieu hucmg den cua 
nguai lam thj trucmg. Mot tien trinh ra quyet djnh day du nhat gom co 5 giai doan 
(Hinh 7.1), tuy nhien nguoi tieu dung khong khong nhat thiet trai qua moi giai doan 
theo trat tir chinh xac vao moi luc. Nhcln biel vein de la giai doan dau tien va khoi 
mao cho tien trinh ra quyet dinh. Sau do den giai doan tim kiem thong tin. Chuong 
nay se xem xet cac giai doan gom: nhan biet vein de, tim kiem thong tin (ben trong 
va ben ngodi ), sau khi nhan biet van de va tim kiem thong tin, nguoi tieu dung thuc 
hien mot so each thuc ddnh gid va ra quyet dinh , co the thay doi tren goc do no luc 
xu ly (tu cao den thap). Tien trinh ra quyet djnh cung co the bi anh hucmg boi cac 
nhan to tinh huong nhu dac diem nguoi tieu dung, dac diem cong vice, cau true ra 
quyet djnh, va sir co mat cua nhom. 



//?//// 7 . 1: Tien trinlt ra quyet djnlt cua nguefi tieu dung. 

Tren day la mot tien trinh ra quyet djnh day du va dien hinh nhat. tuy nhien 
do muc do dong co. kha nang va co hoi (MAO) doi voi viec mua thuong hieu san 
pham la khac nhau theo nguoi tieu dung va tinh huong. dan den muc do no lire 
khac nhau va cuoi cung la cac kieu tien trinh ra quyet dinh khac nhau (Hinh 7.2). 
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Hanh vi ngvfri tieu dung. 


I. CAC KIEU TIEN TRINH RA QUYET DIN1ICUA NGUOI TIED DUNG 

Thuat ngu ra quyet djnh cua ngudi lieu dung chi ra rang mot ngudi tieu dung 
danh gia can than nhumg thupc tinh cua mot tap hop cac san pham. thucmg hieu hay 
dich vu va lua chon mot each ly tri nhung phuomg an cho phep dap ung nhu cau 
vdi chi phi thdp nhk Tuy nhien. khong phai bao gid quyet dinh cung mang tinh ly 
tri nhu vay. Trong nhieu trudng hop, cac quyet djnh su dung rat it no luc ly tri. Vi 
du, mot thuong hieu dupe lua chon khong phai vi mot thuoc tinh nao do nhu gia ca, 
kieu dang, tinh nang, ma bdi vi thuong hieu do khien ngudri tieu dung cam thay de 
chju, hoac ban be cua ho thich no. 

Tien trinh ra quyet djnh dupe chia thanh cac loai khac nhau theo mire dp 
MAO cao hay thap vai viec mua ihuomg hieu/san pham. Khi ngudi tieu dung djeh 
chuyen tir MAO thap den MAO cao, cac quyet djnh trd nen phuc tap hon: Ra quyel 
djnh theo thoi quen, ra quyel dinh gidi han va ra quyel dinh mo rong. 

1. Ra quyet djnh theo thoi quen 

Ra quyet dinh theo thoi quen thuc chat khong phai tien trinh ra quyet djnh 
theo dung nghla (hinh 7.2). Cac quyet djnh nay xay ra khi MAO voi vice mua la 
thap va dan den hanh vi mua lSp lai. Mot quyet djnh hoan toan theo thoi quen 
khong tinh den nhung phuong an "khong mua”. Chang han, ngudi tieu dung mua 
mot tuyp kern danh rang Colgate do d nha da het, ho mua dung thuong hieu cu ma 
khong can quan tarn den cac thuong hieu khac, gia ca hoac cac nhan to thich ung 
khac. Quyet djnh mua theo thoi quen gom 2 loai: quyet dinh mua /rung thanh 
thuong hieu va quyet dinh mua lap lai. 

1.1. Quyet djnh mua trung tlianli thuong Itieu 

Quyet djnh mua kern danh rang Colgate d tren dupe xem la quyet dinh mua 
trung thanh thuong hieu. Trong trudng hop nay, ngudi tieu dung da cam ket voi 
Colgate do tin rang thuong hieu nay dap ung tot nhat nhu cau cua minh. va do su 
gan bo ve mat cam xuc vdi thuong hieu ( ua thich). Doi vdi nhung ngudi tieu dung 
nay. that kho de loi keo ho ve phia cac thuong hieu canh tranh khac. 

1.2. Mua lap lai 

Doi lap vdi ngudi tieu dung trong trudng hop tren. mot ngudi tieu dung khac 
cho rang tat ca cac loai dudng an deu giong nhau va khong quan tarn den chon 
thuong hieu nao. Ban dau thir dudng Bien Hoa va thay cung dupe, ngudi tieu dung 
nay se mua no bang viec ra quyet djnh theo thoi quen. day goi la ngudi mua lap lai 
chu khong phai ngudi mua trung thanh. chi can co su tac dong du manh tir phia 
moi trudng (thuong hieu thay the. cac nhan to gia ca. dich vu), se khien ngudi tieu 
dung nay de dang thay doi quyet dinh. day la doi tupng de dang bi loi keo boi cac 
thuong hieu canh tranh. 
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flunli vi ngirfri licit thing. 


2. Ra quyet djnh gioi han 

Ra quyet djnh gioi han ndm giua quyet djnh mua theo thoi quen va quyet 
dinh mua ma rong. 0 dan^ thuc don gian nhat (MAO thap nhat), quyet djnh mua 
gioi han rat gi6ng voi quyet dinh mua theo thoi quen. Viec chon mua mot thuong 
hieu ca phe chi don thuiin dira tren nguyen tac chon gia re hoac co khuyen mai 
dugc xep vao quyet djnh mua gioi han. 

Cac quyet djnh mua gioi han xay ra khi dap ung nhu cau ve cam xuc ca nhan 
hoac bi tac dong boi nhom. Chang han, nguoi tieu dung quyet dinh mua mot 
thuong hieu hay san pham moi chi vi ho da chan voi thuong hieu da dung, mac du 
hai long. Quyet dinh nay dan den viec chi danh gia dac tinh moi cua cac phuomg an 
co san. Nguoi tieu dung cung co the danh gia viec mua tren co so hanh vi thuc te 
hoac du doan cua nhung nguoi khac. Vi du, mot nguoi goi mot thuc uong giong 
voi thuc uong nguoi ban di ciing da chon. 


MAO tlifip 


MAO cao 


Ra quyet djnh 
theo thoi quen 





Raquyftdinh Ra quyet djnh 

han mo' r y„g 



Hinli 7.2: MAO »•« cac kieu lien trinh ra quyet djnli cua nguoi lieu dung. 
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II(Inh vi nguai lieu dung. 


3. Ka quyet dinh mo rong 

Ra quyet dinh mo rong xay ra khi MAO doi vai vi^c mua thuang hipu/san 
pham cua nguai tieu dung rat cao. Tim kiem ben trong va ben ngoai dugc tiep noi 
boi sir danh gia phuc tap nhieu phircmg an. Sau khi mua, tinh dung dan cua quyet 
djnh se dugc xem xet va danh gia lai. Co it cac quyet dinh cua nguai tieu dung dat 
dugc muc do cue ki phuc tap. Tuy nhien, nhung san pham nhu nha cira, 6 to, xe 
may, may tinh thuang dugc mua thong qua tien trinh ra quyet dinh ma rong. 

Ngay ca doi vai mot so quyet djnh mang tinh cam xuc van doi hoi no luc ly 
tri cao. Vi du nhu mua mot chiec xe Rolle-Royce, hay mot chiec du thuyen la mpt 
quyet djnh mang tinh cam xuc manh, huong den the hien vj the xa hoi va tim kiem 
cam giac huong thu manh me, nguai tieu dung van phai no luc rat Ion de tim kiem 
thong tin ma rong ben ngoai, danh gia can than cac phuang an dua tren tieu chuan 
thuoc tinh va lgi ich, de co dugc su lua chon dung dan. do day la cac san pham co 
rui ro ve tai chinh rat cao. 

Chung ta nghien cuu tien trinh ra quyet dinh cua nguai tieu dung bat dau 
bang giai doan khai dong la nhan biet van de. 

Il.NHANBIETVANDE 

Tien trinh ra quyet dinh cua nguai tieu dung bat dau khi ho nhan dien mot van 
de tieu dung can dugc giai quyet ("Toi can mot chiec xe mai” hay **T6i thich mot bo 
quan ao moT). Nhan biet vein de la sir khde biet nhan biet giua mot trang thai ly 
ticcmg va mot trang thdi thirc tai . Trang thai ly tuang la mong muon mot tinh huong 
xay ra (co mot chiec xe may mai hay mac mot bo quan ao hap dan). Trang thai thirc 
tai la tinh huong thuc te ma nguai tieu dung dang doi mat. Sir chenh lech giua trang 
thai ly tuang va thuc tai cang Ion, thi dong co, kha ndng va co hoi cua nguai tieu 
dung (MAO) cang cao. nguai tieu dung cang mong muon hdnh dong . Neu nguai tieu 
dung khong nhan biet dugc van de. dong ca hanh dong cua ho se thap. 

Nhan biet \an de khong chi lien quan den viec mua, ma con gan vai tieu dung 
hay loai bo san pham. Nguai tieu dung co the nhan biet van de nhu can quyet dinh toi 
nay an mon gi. mac bo quan ao nao. hay thay the mot do dung cu. Da\ la giai doan 
then chot trong tien trinh ra quyet dinh boi no tliuc da\ nguai tieu dung hanh dong. 



Hi nh 7.3 r Nhan biet van de va dm kiem thong tin. 
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1. Trang (hai ly tuoug: Noi chung ta muon den 

Trang thai ly tirang cung la mol ham cua cac muc clich Iwv khat vong twmg lai. 
Vi du, nhieu nguai thich mua cac thirang hieu 6 to mang lai vj the xa hoi (BMW. 
Mercedes, hay Lexus). 

Ca sir ki vong va khao khat deu bj kich thich bai dong tv cd nhan - nhfmg gi 
chung ta muon dua tren hinh anh ban than - va bai nhung khia canh cua non van 
hoa noi chung ta dang song. Mot so xa hoi co tinh thuc dung han nhung xa hoi 
khac thi mong muon cao han ve nhieu hang hoa va dich vu. Cung vay, giai cap xa 
hoi co the tao nen anh hirdmg: nhieu nguai tieu dung muon duac thira nhan bai cac 
thanh vien trong giai cap cua ho nham nang cao vj the xa hoi. dan den khao khat 
mot trang thai lv tuang cao hom. Cac nhom tham kheio cung dong vai tro then chot. 
bai chung ta co gang duofc chap nhan bai nguai khac va nhom tham khao dong vai 
tro dinh huang hanh vi cua chung ta. 

Cuoi cung. nhung thay doi Ion trong hoan canh cd nhan . vi du co vice lam. 
dugc thang chirc hay co gia dinh, co the thuc day nhung trang thai ly tuang mai. 
Khi ban tot nghiep va bat dau cong viec mai. ban co the phat trien nhung trang thai 
ly tuang mai lien quan den nai a. quan ao, xe co, v.v... 

2. Trang thai thuc tai: Noi chung ta dang o' hicn tai 

Cung nhu nhan thuc cua ban ve trang thai ly tuang, nhan thuc cua ban ve 
trang thai thuc tai co the bi anh huang bai tap hop cac nhan to. Do la cac nhan to 
noi tai (doi. khat) va ben ngoai (ban be. gia dinh, cac yeu to Marketing, ...). Tuy 
nhien, de nhan biet dugc van de (nhu cau) thi khoang each giua trang thai thuc tai 
va trang thai ly tucmg phai nam tren nguang toi thieu (hinh 7.4). 



Hinh 7.4: Tien trinh nhan biet van de (nhu cau). 
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III. Ti.MKIEM THONG TIN 

1. Tim kiem ben trong: tim Idem thong tin tir tri nho 

Sau khi nhan biet van de. ngudi tieu dimg se tim ki£*m va xu ly thong tin. 
Trudc tien la tim kiem ben trong. Nhu da noi 6 chuong 5, hau het cac quyet djnh 
deu lien quan den mot so dang xir ly tri nho. Moi ngudi tieu dung da tich luy trong 
tri nho cua ho mot loat cac thong tin, cam xuc va kinh nghiem qua khu co the dupe 
nho lai khi ra quyet djnh. 77m kiem ben trong Id tien trinh nho lai nht'mg thong tin 
co trong tri nhd. 

Do ngudi tieu dung co kha ning gidi han de xu ly thong tin. va do nhung dau 
an trong tri nhd co the mai mot theo thdi gian - ngudi tieu dung chi co the nhd lai 
mot tap hop nho hon cac thong tin tich luy khi ho thuc hien mot nghien cuu ben 
trong. Ket qua la nha nghien cuu rat quan tain den vice xac dinh (h Mire do tim 
kiem; (2) Ban chat tint kiem: vd (3) Tien trinh ngudi lieu tiling nhd lai nhung thong 
tin. cam xuc. kinh nghiem vd dua chiing vdo quyet dinh. 

1.1. MTrc do tim kiem ben trong 

Muc do tim kiem ben trong co the thay doi tir viec nhd lai don gian mot ten 
thuong hieu den tim kiem rong hon trong tri nhd ve cac thong tin thich ung. cam 
xuc va kinh nghiem. 0 muc do chung, nha nghien cuu biet rang no luc ngudi tieu 
dung danh cho tim kiem ben trong phu thuoc vao MAO xu ly thong tin. Vi vay, 
ngudi tieu dung co gang nhd lai nhieu thong tin hon khi ho co su loi cuon cam xuc, 
rui ro vd nhu cau duoc nhan thuc la cao. 

Hon nua, ngudi tieu dimg co the chu dong tim kiem ben trong chi khi thong 
tin dupe luu tru trong tri nhd. Do do. ngudi tieu dung co muc do kien thuc va kinh 
nghiem cao hon se co klia nang tim kiem thong tin ben trong nhieu hon. Cuoi cung, 
ngudi tieu dung co the nhd lai thong tin tir tri nhd chi khi ho co co hoi lam di£u do. 
Ap lire thdi gian hay suxao long se gidi han tim kiem ben trong. 

1.2. Loai thong tin plitic lioi tir tim kiem ben trong 

Nhieu nghien cuu ve vai tro cua tim kiem ben trong doi vdi danh gia va ra 
quyet djnh cua ngudi tieu dung da tap trung vao nhung gi dupe nhd lai. Cu the. cac 
nha nghien cuu da xem xet viec nhd lai 4 kieu thong tin chinh: (1) Thuong hieu. (2) 
Thuoc tinh. (3) Danh gid. vd (4) Kinh nghiem. 

1.2.1. Mid lai thuong liieu 

Tap hop cac thuong hieu ma ngudi tieu dimg nhd lai co anh huong manh me den 
viec ra quyet djnh. Thay vi nhd lai tat ca cac thuong hieu co sdn trong mot tinh huong 
nao do. ngudi tieu dimg co xu huong nhd lai mot tap hop tir 2 den 8 thuong hieu dupe 
goi la tap hop quan tarn hay nip hop goi nhd. Tap hop quan tarn bao gdm nhung 
thtnmg hieu "nlid den dim lien'" Inn de nhd khi ra quyet djnh. Inn nhung thinmg hieu 
duoc danh gid de ra quyet dinh lira chon. Mot tap hop quan lam nho la can thiet boi 
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kha nang nha lai thong tin cua chung ta giam khi kich ca cua tap hop tang. Tuy nhien. 
ngay ca khi chung ta khong nha lai toan bo tap hop, thong tin liru trCr van ho trg tien 
trinh nhan biet. Vi du, thong tin liru trur co the giup nguai tieu dung nhan biet dich vu 
trong trang vangj 641 hay nhan dien thirong hieu tren quay hang. 

Cac nghien cuu chi ra ring tap hap quan tarn thay doi tren goc do kich ca. sir 
on dinh, su da dang, va sir phan tan sa thich (sa thich ngang nhau cho cac thuang 
hieu hay san pham trong tap hap). Theo nghien cuu, thuang hieu duac nha lai co 
kha nang duac chon nhieu han. Tuy nhien, neu chi dan gian la nha lai thi khong 
dam bao ring thuang hieu se di vao tap hop quan tdm , bai nguai tieu dung co the 
nha lai va sau do loai bo nhung phuong an khong mong muon. Cung vay, viec lira 
chon cua nguai tieu dung co the duac thay doi bai xu ly dan thuan cac thuang hieu 
nha lai, mac du dieu nay khong thay doi su ua thich doi vai san pham. Nhu vay, 
neu nguai tieu dung khong the nha lai thuang hieu tu tri nha de thiet lap tap hap 
quan tdm , tap hgrp nay se co xu huong duac xac dinh bai cac nhan to hen ngodi 
nhu sir co san tren quay hang hay de nghi cua ngirdi ban hang. 

Cac nha nghien cuu da tim ra nhung nhan to giup gia tang kha nang nha lai 
mot thuang hieu cu the trong qua trinh tim kiem ben trong va dira thuang hieu do 
vao tap hap quan tdm: 

- Giong nguyen mdu: Nguai tieu dung co the de dang nha lai thuang hieu 
gan nhat vai thuang hieu nguyen mau va giong nhat vai cac thuang hieu thanh 
vien khac, khien cho thuang hieu nay de di vao tap hop quan tarn han. Vi du, san 
Nippon chiem uu the khong chi a Nhat Ban ma a nhieu nuac khac, trong do co 
Viet Nam. Thuang hieu nay co kha nang di vao tap hop quan tdm nhieu han khi co 
nhu cau ve san pham. 

- Su quen thupc vai thuang hieu: Nhung thuang hieu noi ticng duac nha lai 
de dang han trong qua trinh tim kiem ben trong, do cac duong ket noi tri nha gan 
lien vai cac thuang hieu nay manh han. Vi vay, cac cong tv can lap lai lien tuc 
truyen thong Marketing de duy tri nhan thuc thuang hieu cao va lien tuong manh. 
Dieu nay giai thich tai sao cac thuang hieu toan cau nhu Sony, IBM, McDonald's, 
Mercedes, va Coca-Cola co muc do quen thuoc cao tren the giai va hien dien trong 
tap hap quan tdm cua nhieu nguai tieu dung. 

- Muc dich va tinh huong su dung: Nhu da thao luan a chucmg 5, nguai tieu 
dung co cac chung loai huong dich lien quan den tinh huong su dung cu the trong 
tri nha, sir kich hoat nhung chung loai nay se xac djnh thuang hieu nao ho nha den 
trong qua trinh tim kiem ben trong. Vi vay, nguai lam thj truomg co the gan ket san 
pham vai cac muc dich va tinh huong su dung nao do. Vi du, Kodak phat trien Fun 
Saver 35 cho chung loai may anh sir dung cho mot muc dich. 


<, " >l Yellow pages 
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- Sir ua thick thirong hieu: Nhung thirong hieu ma nguoi lieu dung co thai 
do thuan lpi sc de dang dugc nho lai va dua vao tap hop quan lam thirong xuyen 
him. Nguyen K nay nhan manh tarn quan trong cua viec phat trien nhimg thai do 
thuan Ipi. Thucmg hieu Dove cua Unilever da gan lien voi chat duong am lir khi xa 
phong xuat hien nam 1955 den nay. Unilever da dua tren thai do thuan loi doi voi 
Dove de mo rong thuong hieu cho cac san pham duong the. san pham khu mui va 
cac chat lam mem vai. 

1.2.2. Nli& lai cac thuoc tilth 

Nguoi tieu dung thuong nho lai mot so chi tiet khi ho thuc hien tim kiem ben 
trong. va thong tin thuoc tinh nho lai co the anh huong manh me den lira chon 
thucmg hieu cua ho. Vi vay. cac nhan to chinh anh huong den sir nho lai cac thuoc 
tinh dupe chi ra sau day: 

- Tinh co the tiep can hoac co sun: Shfrng thong tin dc tiep can hoac co san - 
co throng ket noi manh nhat - dc dang nho lai nhdt va co nhicu kha ndng di vao 
ticn truth ra quyet djnh. Nguoi lam thi truemg co the gia tang tinh de tiep can cua 
thong tin bing each thu hut su chu y qua truyen thong Marketing lap lai va lam cho 
thong tin thich ung hon. Quang cao cua Wal-Mart nhan manh lien tuc den gia thap, 
voi hy vong la nguoi tieu dung se nho den thuoc tinh nay khi chon noi mua hang. 

- Tinh chan dodn Thong tin chcin dodn giitp chitng ta phdn hiet cac doi 
tirong voi nhan. Neu tat ca cac thuong hieu may tinh deu co cung muc gia. gia se 
khong co tinh chan doan va khong hiru ich khi ra quvet dinh, dieu ngupc lai xay ra 
neu gia khac nhau giua cac thuong hieu. Nghien cuu con chi ra rang cac thong tin 
tieu cue co tinh chan doan cao hon nhung thong tin tich cue hoac trung tinh. do 
nhung thong tin tieu cue khac biet hon. 

- Sir noi troi Nguoi tieu dung co the nho lai cac thuoc tinh rat noi troi ngay 
ca khi co hoi xu 1\ la thap (dac tinh tri mun. tri gau). Doi voi mot so nguoi. gia ca 
la mot thuoc tinh noi troi. Tuy nhien. can luu y rang mot thuoc tinh co the rat noi 
troi nhung khong nhat thiet co tinh chan doan. Vi du. neu ban mua mot chiec dong 
ho. thuoc tinh ve “tinh chinh xac then gian** la rat noi troi nhung khong co tinh 
chan doan. De cac thong tin dupe nho lai va dua vao tien trinh ra quyet djnh. thuoc 
tinh phm diroc xdc dinh t o. co nghia la vira noi troi. vua co tinh chan doan. 

- Tinh song dong Cac thong tin song dong dupe the hien boi nhung tu. hinh 
anh hay huong dan cu the giup cho viec tuong tupng de dang (vi du. tuong tupng 
ban dang o tai mot bai bien dep). hay thong qua truyen mieng. Nhung thong tin nay 
de dupe nho lai hon la cac thong tin it gay an tupng. 

- Muc dich: Muc dich cua nguoi tieu dung quyit dinh den thuoc tinh nao 
dupe nho lai. Vi du. neu mot trong cac muc dich cua ban la tiet kiem. ban co the 
nho lai muc gia. Nguoi lam thi truong co the nhan dien cac muc dich quan trong 
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huong dan tien trinh lira chon d6i voi nguoi tieu dung, sau do djnh vi san 
pham/thirong hieu cua ho trong b6i canh cua cac muc dich nav. vi du cung cap cac 
ki nghi Iron goi voi gia tiet kiem. 

1.23. Nho lai danh gia 

Do tri nho cua chung ta bi mai mot theo then gian, nhung danh gia hay thai 
do tong the (thich hay khong thich) de nho horn la cac thuoc tinh cu the. Horn nua, 
nhumg danh gia thuomg thiet lap nhung duomg dan lien ket manh voi mot thircmg 
hieu; do la ly do tai sao viec khuyen khich thai do thuan lai doi voi thuomg hieu la 
quan trong. 

Nhung danh gia cung co the dugc nho lai khi nguoi tieu dung chu dong danh 
gia thuomg hieu bang each tiep xuc voi cac thong tin thich ung. Vi du. neu ban 
chuan bj mua mot may tinh moi va bat chat thay mot quang cao ve mot thircmg 
hieu nao do, ban se hinh thanh thai do doi voi thuomg hieu khi xem quang cao. 
Hoat dong nay dugc goi la jar ly inre tuyen. Do la kha nang nguoi tieu dung \u ly 
thong tin thuomg hieu khi dang xem quang cao. Sau do. ban se de nho lai danh gia 
nay horn la thong tin cu the. 

1.2.4. Nli&lai kinli ngliiem 

Tim kiem ben trong co the kco theo viec nho lai kinh nghiem tir tri nlur tic 
thuat , dircri dang nhung hinh anh va hieu ung cu the gan lien voi kinh nghiem. Nhu 
nhumg thong tin trong tri nho ngir nghta , nhung kinh nghiem song dong, noi troi 
hay thuomg xuyen thuomg de nho lai. Ro rang, nguoi lam thi truong muon nguoi 
tieu dung nho lai nhung kinh nghiem thuan Igi gan lien voi mot so san pham hay 
dich vu nao do. Nguoi lam thi truong thuomg gan ket mot each than trong san pham 
hay dich vu cua hp voi nhirng kinh nghiem hay hinh anh tich circ chung de nang 
cao viec nho lai. 

13. Sircliinli xac cua tint kiem ben trong 

Chung ta tlurcnig co nhung sai lech trong xu ly lam thay doi ban chat cua tint 
kiem ben trong. Nhung sai lech tint kiem nay doi khi co the dan dC‘n nho lai nhung 
thong tin tao ra sir danh gia hay ra quyet dinh it toi uu hon. Co 3 sai lech co nhung 
trng dung quan trpng doi voi Marketing: Klmynh huong killing Jink sir ngein can 
hay him trang . 

13.1. Klmynh huong kitting dinlt 

Lien quan den khuynh huong nho lai thong tin cho phep cung co ha\ khang 
dinh hon la phu nhan nhung niem tin tong the cua chung ta. thong qua do danh gia 
va ra quyet dinh thuan lgi hem. Day con la kha nang nho lai nhirng thong tin tuong 
thich voi niem tin cua nguoi tieu clung. Hien tugng nay lien quan den khai niem ve 
nhan time lira chon - chung ta thay nhung gi chung la muon thay - va \a\ ra do 
chung ta co gang duy tri su nhat quan trong quan diem. Khi khuynh huong khang 
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dinh van hanh. chung ta de nhd lai nhung thong tin thuan lpi hem la nhung thong 
tin bat loi ve thuong hieu. Phan ung nay dat ra van de nhu da noi d tren la nhung 
thong tin tieu cue thuong co tinh chan doan cao horn. 

Tir quan diem Marketing, khuynh hudng khdng dinh the hien van de thuc te 
khi ngudi tieu dimg chi tim kiem ben trong nhung thong tin thuan loi ve thuong 
hieu canh tranh. Cach thuc de ngudi lam thi trudng tac dong den van de nay la thu 
hut su chu y doi vcri nhung khia earth tieu cue cua thuomg hieu canh tranh trong 
quang cao so sanh. 

1.3.2. Sir ngdn can 

Tat ca nhung bien so anh hudng den viec nhd lai mot thuoc tinh - nhu tinh co 
the tiep can, tinh song dong, va su noi troi - co the dan den ngan can nhd lai nhung 
thuoc tinh chan doan khac. Sir ngdn can chinli let vice nhd lai mo! thuoc tinh nay si 
ngdn can viec nhd den mol thuoc tinh khac. Vi du, khi mua nha. mot ngudi tieu 
dung co the nhd den cac thong tin nhu gia ban, dien tich tong the, so lupng phong, 
nhung khong nhd dupe nhung thuoc tinh quan trong khac nhu dien tich bep hay ten 
cua trudng hoc gan do. Su ngan can cung co the dan den su danh gia hay quyet 
dinh sai lech, do ngudi tieu dung co the nhd lai nhung bo qua cac thong tin quan 
trong va huu ich. 

1.3.3. Tdmtrang 

Ngudi tieu dung thuc hien tim kiem ben trong co xu hudng nhd lai thong tin, 
cam xiic va kinh nghiem tuirng ihich vdi I dm Irang ciia ho. Vdi suy nghi nay, 
truyen thong Marketing dua ngudi tieu dung vao tarn trang tdt thong qua viec su 
dung cac hinli anh hai hude va hap dan, giup nang cao kha nang nhd lai cac thong 
tin thuoc tinh thuan lpi. 

2. Tim kiem ben ngoai: Tim kiem thong tin tir moi trudng 

Khi thong tin tir tri nhd bj bo sot. nhani Ian hay khong co su chac chan, ngudi 
tieu dung thuc hien tim kiem hen ngoai tir cac nguon ben ngoai nhu ngudi ban. ban 
be. ngudi than, cac nguon xuat ban (tap chi. tap quang cao ha> sach). quang cao. 
Internet, hay bao goi san pham. Ngudi tieu dimg su dung tim kiem ben ngoai 
thu thap cac thong tin bo sung ve nhung thuong hieu co sin, cung nhu nhung thuoc 
tinh hay lpi ich lien quan den thuong hieu trong tap hap quan turn. 

Co hai kieu tim kiem ben ngoai la tim kiem trade khi mua va tim kiem lien 
luc. Tim kiem trade khi mua la mot phan ung vdi nhan biet vdn de. \'i du. ngudi 
tieu dimg tim kiem mua mot chiec xe 6 to mdi co thd thu thap thong tin tir ngudi 
ban. ban be. tim kiem tren mang. kiem tra xep hang chit lupng hoac doc cac tap chi 
lien quan. Tim kiem lien luc xay ra thuong xuyen va lien tuc. ngay ca khi nhan bidt 
van de dura dupe kich hoat. Mot ngucri tieu dimg cd su loi cuon ben bi doi \ di xe d 
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to co the thiromg xuyen doc cac tap chi ve 6 to, len cac trang Web ve 6 to, den cac 
phong trien lam xe. Bang 7.1 mo ta hai kieu tim kiem nay. 


Bang 7.1: Cdc kieu tim kiem thong tin. 


Tim kiem trirdc khi mua 

Tim kiem lien tuc 

Tieu tlnrc 

- Loi cuon vai viec mua 

- Boi canh thj truong 

- Cac nhan to tinh Huong 

- Loi cuon vai san pham 

- Boi canh thj truong 

- Cac nhan to tinh luiong 

Dong ar 

De co dirge qu\et djnh mua tot lion 

- Xay dung mot ngan hang thong tin 
cho su dung tuang lai 

- Trai nghiem vui ve va thu vj 

Ket qua 

- Kien thuc ve san pham va thj 
truong gia tang 

- Ra quyet djnh mua tot hon 

- Hai long hon vai ket qua mua 

- Kien thuc ve san pham va thj truong 
gia tang dan den: 

+ Tinh huru hieu cua viec mua trong 
tuang lai 

+ Anh huong cua ca nhan 

- Viec mua ngau hung gia tang 

- Hai long gia tang tu tim kiem va cac 
ket qua khac 


Cac nha nghien ctru da xem xet 5 khia canh then chot cua tien trinh tim kiem 
ben ngoai: (1) Nguon thong tin, (2) Muc do tim kiem ben ngoai, (3) Noi dung tim 
kiem ben ngoai, (4) He thong cdc kieu tim kiem, va (5) Tien trinh hay triif tic tim 
kiem. 

2. L Cac nguon thong tin 

Doi vai tim kiem tnrdc khi mua hoac tim kiem lien me, ngirai tieu dung co 
dugc thong tin tir 5 nguon: 

(1) Tim kiem a ngirai ban le: Den gap hay goi dien cho cua hang hay nha 
phan phoi, xem xet cac thong tin bao goi va cac tap quang cao ve thiremg hieu. 

(2) Tim kiem tir truyen thong: Thong tin tir quang cao. trang Web cua nha san 
xuat va cac kieu truyen thong khac tao ra bai nguai lam thj truemg. 

(3) Tim kiem thong qua tirang tdc cd nhdn: Lai khuyen tu ban be, nguai than, 
hang xom. va/hoac nguai tieu dung, trao doi tren mang. 

(4) Cdc tim kiem doc lap: Tiep xuc vai cac nguon thong tin doc lap. nhu sach. 
cac trang Web khong lien quan den thuomg hieu, cac tai lieu tu nguon Chinh phu... 

(5) Tim kiem tir kinh nghiem: SCr dung san pham mau. thu san phani dich vu 
(thu xe). hay trai nghiem san pham tren mang. 
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Tim kiem a nguai ban le vd tren truyen thong , tir kinh nghiem la nhung hinh 
thirc dupe sir dung nhieu nhat. Nhung hinh thirc nay gia tang khi co sir loi cuon cao 
hern cung voi kien thirc theip hem. Ket qua nay co y nghia doi veri nguoi lam thj 
truong do ho co the kiem soat cac nguon nay. Nghien ciru khac chi ra rang ngucri 
tieu dung tim kiem it nhat 2 nguon thong tin (Chang han Internet va catalo) truoc 
khi quyet dinh mua. Do do, ngucri lam thj truong va ngucri ban le phai chac chin 
dupe rang thong tin ve thuong hieu la nhat qudn qua cac nguon khac nhau. 

Ngucri tieu dung gia tang viec sir dung cac nguon tuang tdc cd nhdn khi kien 
thirc vc thuemg hieu giam di. Ro rang, khi kien thirc ngucri tieu dung co gitri han, ho 
co dong lire tim kiem y kien ciia nhung ngucri khac. Hon nua. ngucri tieu dung tin 
rang viec mua va tieu dung mot so cac san pham (thuong la nhung san pham va 
dich vu trai nghiem. hay bieu tuang nhu am nhac, theri trang. 6 to. do noi that,...) 
duoc danh gia boi nhung ngucri khac se co xu huong duoc tim kiem thong qua cac 
nguon tuang tdc cd nhdn. 

Cac dqc diem van hda cung dong vai tro trong tim kiem ben ngoai. l heo 
nghien ciru. nhung ngucri tieu dung la thanh vien cua mot nhom tieu van hoa va 
khong bj dong hoa - hoi nhap day du voi van hoa ngoai vi - thuc hien tim kiem 
rong hem tir cac nguon ben ngoai, nhat la cac quang cao tren truyen thong dai 
chung. 

Cue nguon thong tin tir Internet da lam thay doi manh me each thuc ngucri 
tieu dung mua va tim kiem thong tin. Hien nay khong can ra khoi nha. ngucri tieu 
dung da tiep can duoc hau het bat ki kieu thong tin can thiet nao. Nhung tim kiem 
tren Yahoo! va Google cho phep tiep can thong tin de dang bang sir dung tir khoa. 
Thuc sir, ngirdi tieu ditng cd the sir dung Internet de thu thdp thong tin tir tdt ca 5 
nguon chi ra tren day. Internet khien cho viec chia sc thong tin de dang hem trong 
mot edng dong true tuyen. Thong tin tren Internet rat co anh huong den lien trinh ra 
quvet dinh. do no khong bi kiem soat boi ngucri lam thi triremg. va \ i the dupe xem 
la dang tin ca\ lum. 

2.2. Mire do tltuc Itien tint kiem ben ngoai 

Muc dp tim kiem thuong rat gicri han, ngay ca doi voi viec mua dupe xem la 
quan trong. 1 lem nua, viec tim kiem thong tin rat da dang: tir mot hoac hai thong tin 
den tim kiem rpng hem tir nhieu nguon. De giai thich cho bien do nay. cac nha 
nghien ciru da chi ra mot so nhan to gan lien voi dong ca, kha ndng vd ca hoi xu ly 
thong tin cua ngucri tieu dung. 

2.2. /. Dong corxir ly thong tin 

Noi chung. khi dong co xir lv thong tin tang, tim kiem ben ngoai se mo rpng 
hern, l ac nha nghien ciru chi ra 6 nhan to gia tang dong co thuc hien mot nghien 
ciru ben ngoai: di Sir Idi cuon vd rui ro nhdn thirc. (2) Chi phi vd lot ich tim kiem 
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(lucre nhan thuc, (3) Ban chdt cua lap hap cpian lam, (4) Sir khong elide chan lining 
doi cua thuang hieu, (5) Thai dp doi vai Tim kiem, vd (6j Mire dp khde nhau eua 
cac thong tin mai. 

• Su loi cuon vd rui ro nhan thuc: De hieu each thuc su loi cuon lien quan 
den (im kiem ben ngoai, nha lai su khac nhau giua loi cuon tinh huong (phan ung 
vai mot tinh huong cu the) vai loi cuon ben vung (phan ung lien tuc) (chuimg 3). 
Su loi cuon tinh huong cao hem noi chung se dan den Tim kiem trude khi mua Ion 
hon. trai lai loi cuon hen virng cao se dan den tint kiem lien tuc cao hon bat ke nhan 
biet van de cd xay ra hay khong. Do rui ro nhan thuc (tai chinh. xa hoi....) la mot 
nhan to quyet djnh den su loi cuon, nguai tieu dung doi mat vai nhung quiet djnh 
rui ro horn se tim kiem ben ngoai nhieu hon. Vi vay. nguai lieu dung thuang tim 
kiem rong han nhurng thong tin ve san pham va dich vu co gia cao de giam rui ro 
nhan thuc. 

- Chi phi vd lai ich nhan thuc: Hoat dong tim kiem ben ngoai cung cao hon 
khi lai ich nhan thuc la cao so vai chi phi. Nguai tieu dung tim kiem thong tin se 
co lai thong qua viec giam di su khong chac chan, gia tang kha nang ra quyet djnh 
tot hon, co duac gia trj tot hon va huong thu tien trinh mua hang. Chi phi lien quan 
den tim kiem ben ngoai la thai gian, no luc. su bat lai \ a tien bac (bao gom di den 
cua hang va dai ly). Noi chung, nguai tieu dung co xu huong tiep tuc tim kiem cho 
den khi ho nhan thuc duoc rang chi phi vugt qua loi ich. 

- Tap haj) quan trim: Neu tap hap quan tarn bao gom nhieu phuong an hap 
dan. nguai tieu dung se co dong ca thuc hien tim kiem ben ngoai de quyet djnh lua 
chon phuong an nao. Wat khac, mot tap hap quan tarn chi bao gom mot hoac hai 
thuang hieu se giam nhu cau tim kiem ben ngoai. 

• Su khong chac chan tirang doi cua thuang hieu: Khi nguai tieu dung 
khong chac chan thuong hieu nao la tot nhat. ho co dong lire tim kiem ben ngoai. 

- Thai do doi vdi tim kiem: Mot so nguai tieu dung thich tim kiem thong tin 
va thuc hien dieu nay mot each tich cue. Nhung nguai tieu dung nay co niem tin ve 
gia trj va lai ich cua viec tim kiem. Nhung nguai tieu dung khac chi dan gian la 
khong thich va tim kiem it hon. Nhung nguai tim kiem co kinh nghiem la nhung 
nguai sir dung Internet nhiet tinh va nhieu nhat. trai lai nhung nguai sir dung trung 
binh va it chi xem Internet nhu mot nguon thong tin, khong phai la nguon giai tri 
hay tieu khien. 

- Su khac nhau cua thong tin: Bat cir khi nao nguai tieu dung gap phai dieu 
gi mai trong moi truang. ho se co gang phan loai no dua tren kien thuc co trucrc. 
Neu mot tac nhan khong phu hap vai chung loai co sdn. ngucri tieu dung se co gang 
giai quyet su khong tuang thich nay bang each tim kiem thong tin. dac biet khi sir 
khong tirang thich a mire do trung binh va nguai tieu dung co kien thirc giai han ve 
chung loai san pham. nhung thong tin khong tuang thich cao co the bj loai bo. 
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2.2.2. Khd ndng xu ly thong tin 

Tim kiem ben ngoai cung bi anh huong manh me bdi kha nang xu ly thong 
tin cua ngudi lieu dung. Cac nha nghien ciru da tim ra 3 bien so anh hirong den 
muc do tim kiem thong tin ben ngoai: (1) Kien thuc nguai tieu diing. (2) Kha ndng 
nhdn (hue, vd (3) Cac nhdn to nhdn khdu hoc. 

- Kien thuc nguai tieu dung: nhieu nghien cuu da tim thay moi quan h? 
theo do (hi hinh chuong giua kien thuc vd tim kiem thong tin. Nguai tieu dung v6i 
trinh do kien thuc trung binh tim kiem thong tin nhieu nhat. Ho co dong co cao hon 
va it nhat mot so kien thuc co ban. giup ho hieu thong tin moi. Mat khac. cac 
chuyen gia tim kiem it him do ho co nhieu kien thuc lion, va ho cung biet each tim 
kiem nhung thong tin thich ung va co tinh chan doan cao nhat. bo qua nhung thong 
tin khong thich ung - ngoai trir tim kiem lien quan den san pham men. 

- Khd ndng tu duy: Nhung nguai tieu dung vai kha nang tu duy ca ban cao 
hon. nhu chi so IQ va kha nang tich hap cac thong tin phuc tap cao hon. khong chi 
co kha nang thu thap nhieu thong tin hon, ma con co the xu ly thong tin theo nhung 
each thuc phuc tap hon. 

- Bien so nhdn khdu hoc: Khi cac nha nghien cuu tiep tuc xem xet kieu tim 
kiem nao la pho bien, ho da kham pha ra mot so nhung mo hinh nhat quan. Vi du, 
nguai co hoc van cao hon co xu huang tim kiem nhieu han nhung nguai co hoc 
van thap. vi nhung nguai hoc van cao it nhat co trinh do kien thuc trung binh, vi 
the co the tiep can cac nguon thong tin tot hon. 

2.2.3. Ca lioi xu ly thong tin 

Nhung nguai tieu dung co dong ca va kha nang tim kiem thong tin van can co 
ca hoi xu lv thong tin truac khi viec tim kiem ma rong xay ra. Cac nhan t6 tinh huong 
co the anh huang den tien trinh tim kiem bao gom (1) So luang thong tin. (2) Hinh 
thuc thong tin. (3) Thai gian co son. vd (4) So hrang ede san pham lua chon 

- So luang thong tin co san: Trong bat ki tinh huong ra quyet djnh nao, so 
luang thong tin co s^n doi \ ai nguai tieu dung co the thay doi. phu thuoc vao so 
luang thuang hieu tren thj truang. thong tin ve moi thuang hieu. s6 luang cua hang 
ban le hay dai ly, so luang cac nguon thong tin khac nhu tap chi hay ban be.... Noi 
chung, nguai tieu dung tim kiem nhieu han khi so luang thong tin co sin gia tang. 
Tuy nhien, neu thong tin la han che hay khong co sin. nguai tieu dung se kho khan 
khi thuc hien mot tim kiem ben ngoai ma rong. 

- Hinh thuc thong tin: Trinh bay thong tin theo each giam no luc cua ngudi 
tieu dung co the gia tang viec tim kiem va sir dung thong tin. cu the khi ngudi tieu 
dung dang a giai doan ra quyet djnh. 

- Thai gian co san: Ngudi tieu dung co nhieu thdi gian se co ca hoi tim kiem 
nhieu him. Tuy nhien. neu ngudi tieu dung bi sue ep ve thdi gian. ho se gidi han 
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chat chc hoat dong tim kiem, hay tieu ton it thbi gian de thu thap thong tin tir cac 
nguon khac nhau. 

- So hrang sari pham lua chon: Khi nguoi tieu dung ra quyet dinh ve nhieu 
san pham, ho se thuc hien tim kiem rong voi each thuc it da dang hon. 

2.3. Kieli thong tin tliu tliap trong tim kiem ben ngoai 

Khi tim kiem cac nguon thong tin ben ngoai, nguoi tieu dung thuong thu thap 
thong tin ve ten thuemg hieu. gia cd, va cac thuoc tinh khac. 

2.3.1. Ten thu ffng liieu 

Ten thirong hieu la kieu thong tin duoc tiep can thuong xuyen nhat. do no la 
diem nut trung tarn duoc ket noi voi cac thong tin khac xung quanh trong tri nho. Vi 
vay, khi chung ta biet ten thuong hieu, chung ta co the kich hoat ngay lap tire cac diem 
nut thich ung khac. Vi du, neu ban biet ten thuong hieu la Vietnam Airlines hay 
Jestars Pacific Airlines, ban co the phat trien nhung lien tuong ve thuong hieu do. 

2.3.2. Gia ca 

Nguoi tieu dung tim kiem thong tin ve gia ca vi no cho phep chan doan va 
suy luan ve cac thuoc tinh khac cua san pham nhu chat luong va gia trj. Tuy nhien. 
viec tim kiem gia ca khong quan trong nhu chung ta nght (do rntre do tim kiem 
tong the la thap). no it quan trong hon khi dao dong gia ca tang va chi phi cao hon. 

2.3.3. Cac thuoc tinh khac 

Sau khi tim kient ten thuong hieu va gia ca, nguoi tieu dung se tim kiem cac 
thong tin bo sung can cu vao cac thuoc tinh noi troi va co tinh chan doan trong 
chung loai san pham/djeh vu. Nguoi tieu dung tiep can nhung thong tin thich ling 
voi muc dich ctia ho nhieu hon. Vi du, neu muc dich chinh la chon mot ki nghi dent 
lai su nhon nhjp toi da, nguoi tieu dung se thu thap nhung thong tin ve cac djeh vu 
co sin. cuoc song ve deni tai diem du ljch do. 

2.4. Cdch thire tim kiem ben ngoai 

Tim kiem ben ngoai theo mot tien trinh gom cac buoc lien tuc. co the lam 
sang to tien trinh ra quyet djnh cua nguoi tieu dung. Nhung buoc nay bao gom dinli 
huong. long ipian ve san pham. itiinh gia. hay so sdnh ede phuang an dim trim ccic 
thuoc tilth then chot, kiem dinh. hay khdng dinh sir lira chon. 

2.4.1. Cac giai doan tim kiem 

Nguoi tieu dung thuemg tiep can cac nguon khac nhau theo cac giai doan 
khac nhau cua tien trinh tim kiem. Trong giai doan detu. truyen thong dai chitng vu 
cac nguon lien quan den ngirdi linn tin tririrng co xu huemg anh huong nhieu hon. 
trong khi cac nguon nnnig tuc cd nhdn lai quan trong hem khi quyet djnh mua thuc 
su xay ra. Nguoi tieu dung tiep can nhieu him nhung thong tin dac biet noi troi. cd 
tinh chan doan ra tirong quan vdi muc dich trong giai doan ddu cua lien trinh tim 
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kiem. Tuy nhien. neu ho co the nha lai nhung thong tin noi troi, co tinh chan doan, 
ho se khong can tim kiem thong tin ben ngoai. 

2.4.2. Tim kiem theo thuang Itieu hay tlieo thuoc tinli 

Hai kieu tien trinh chinh la (1) Tim kiem theo thinmg hieu. 6 do nguai tieu 
dung thu thelp tat cd nhumg thong tin can thiet ve mot thuang hieu truck khi chuyen 
sang thuang hieu khde, vd (2) Tim kiem theo thuoc tinh, a do ngudi tieu dung so 
sdnh ede thuang hieu dua tren mol thuoc tinh tai mot thdi diem Mot vi du cua kieu 
(2) la mua hang dira tren so sanh gia ca. Nguai tieu dung noi chung thich xu ly theo 
thuoc tinh bai no dan gian hon va de dang hon. 

Neu thong tin durge to chuc theo thuong hieu, nguai tieu dung se xu ly thong tin 
theo thuang hieu. Tuy nhien, viec nguai tieu dung quen xu ly thong tin theo thuong 
hieu co the lam sai lech xu ly thon^ tin theo thuoc tinh. Han nua, chien luge tim kiem 
se anh huong den tien trinh ra quyet dinh. Nguai tieu dung xu ly theo thuang hieu co 
muc do khong chac chan cao cho den khi ket thuc tien trinh tim kiem. trai lai nhung 
nguai tim kiem theo thuoc tinh se giam dan sir khong chac chan cua hp. Tuy nhien, 
nguai tieu dung it kien thuc hon se tranh thu ca hoi xu ly theo thuoc tinh. 

IV. TIEN TRiNH DANH GIA VA RA QUYET DINH 

1. Tong quan ve tien trinh danh gia va ra quyet djnh 

Danh gia va ra quyet dinh thuang bi nham lan voi nhau. Trong boi canh 
nguai tieu dung, danh gia la su uac luang hay du doan lien quan den viec san 
pham hay dich vu sd him mot so dqc diem hay hoat dong theo each thuc ndo day. 
Danh gia khong doi hoi nguai tieu dung ra quyet djnh. Vi vay, neu xem mot quang 
cao cho mot nha hang hai san mai, chung ta co the danh gia xem minh co thich no 
hay khong, no giong hay khac voi cac nha hang hai san khac, no co dat hay khong. 
Nhumg danh gia nay dong vai tro nhu du lieu dau vao cua quyet dinh lua chon nha 
hang, nhung no khong doi hoi mot lua chon thuc sir. De phan biet ro hon. dn xem 
xet tien trinh danh gia va ra quyet dinh trong hinh 7.5. 



Hinh 7.5: Tien trinli danh gid vd ra quyet dinh. 
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Theo hinh 7.5, chung ta se xem xet lan lupt 3 van de chinh: 

Thu nhat. xem xet cac thong tin can thu thap ve tieu chuan ddnh gid. tarn quan 
irong cua tieu chuan vd tap hop cdc phuong an quan tarn. Cac tieu chuan ddnh gid la 
nhi'mg dqc diem khdc nhau md ngicoi tieu dung tim kiem khi phan img vcri mot van de 
cu the. Ban chat cua cac tieu chuan danh gia dupe bieu thi bori loqi vd so linmg lieu 
chuan danh gia. Loqi tieu chuan danh gia co the bien doi tir cac yeu to him hinh (gia ca. 
tinh nang) den vd hinh (hinh anh, vi the, cam xuc). So luong cac tieu chuan phu thuoc 
vao sdn phdm (phirc tap hay dom gian), dac diem cd nhdn (vi du, quen thuoc/khong 
quen thuoc voi san pham. gia/tre) va dqc diem cua tinh huong mua (mua cho ban 
than/mua lam qua. sue ep thoi gian). Cac tieu chuan nay kha la quan trong. do nguoi 
tieu duiig lua chon cac phuong an dua tren hieu nang tuemg doi theo cac tieu chuan 
nay. Sau khi co dupe cac tieu chuan danh gia. tiep theo xem xet tdm quan trong cua 
cdc tieu chuan va tap hop quan tdm. 

Giai doan tiep theo la ddnh gid Itieu nang cdc phuong an diva tren cdc tieu 
cliuan cua nguoi tieu dung. Sau khi da co diem so cua cac phuong an tren moi tieu 
chuan tu giai doan danh gia, nguoi tieu dung se sir dung cac nguyen tdc ra quyet din It 
(hay mo hinh ra quyet dinh) de lua chon de mot phuong an tic tap hop quan tdm. 

Truoc khi di vao giai doan danh gia hay lua chon cac phuong an. can phai nho 
rang nhieu hanh dong mua khong doi hoi danh gia hoac rat it danh gia. Mot quyet dinh 
theo thoi quen (MAO rat thap) khong doi hoi bat ki danh gia nao (mua lap lai hay mua 
trung thanli khong xem xet den cac thong tin khac). Cac quyet dinh gidi hqn (MAO 
thip) co the lien quan den so sanh mot so it thuong hieu (tap hop quan tarn nho) ve 1 
hoac 2 tieu chuan (vi du, gia, thuong hieu). Chi cac quyet dinh mo rang (MAO cao) 
mcri sir dung mot each U luong tien trinh danh gia va ra quyet dinh, bao gom vice danh 
gia day du tap hop cac phuong an dua tren nhieu tieu chuan. va sir dung cac mo hinh 
(nguyen tac) ra quyet dinh phuc tap de co dupe phuong an toi uu. 

2. Tien trinh danh gia va ra quyet dinh no luc cao 

Danh gia va ra quyet dinh voi dong co, kha nang vd co hoi xu l\ cao dupe 
mo ta trong hinh 7.6. Thong qua vice phan tich can than nhung yeu to dau vao cua 
danh gia va ra quyet dinh, nguoi lam thj truong co the thu thap dupe nhung kien 
thirc co gia tri giup ho phat trien va tiep thj san pham den nguoi tieu dung. 



Hinh 7.6: Ddnh gid vd ra quyet dinh no lire cao. 
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2.1. Tien trinli dim It gid no lire cao 

Khi MAO cua nguoi tieu dung la cao dan den no lire cao, viec danh gia si 
phuc tap va kl luong, tap trung vao du doan kha ndng xay ra, Jdnh gui tot hay xdu , 
dir doan kha nang danh gia va ra quyet djnh co xay ra dong thdri hay khong. 

2.1.1. Dir (loan kha ndng vd danlt gia mire do tot/xau 

Dir (loan kha nang la xdc djnh xdc sudt ve viec xay ra sir kien ndo do. Du 
doan kha nang xay ra trong nhieu tinh huong cua nguroi tieu dung. Vi du. khi mua 
mot san pham hay dich vu, ngudfi tieu dung co the dir doan chat lirong va kha nang 
thoa man nhu cau cua no. Khi mua quan ao, nguoi tieu dung co the dir doan kha 
nang ngirai khac se thira nhan no. Khi xem mot quang cao, nguoi tieu dung co the 
danh gia kha nang co dung voi sir that hay khong. Diem mau chot la dir doan kha 
nang nam a trung tarn xur ly thong tin cua nguoi tieu dung. 

Danh gia muc do tot/xau la viec danh gid cua nguoi tieu dimg ve su thudn 
loi/ khong thudn loi cua nhung due diem san pham hay djeh vu. Hau het cac nghien 
cuu ve danh gia deu dua tren mo hinh thai do. Nhung mo hinh na> khuyen nghj 
rang mot nguoi tieu dung ket hop cac danh gia don le thanh mot danh gia tong the 
ve mire do tot/xau de thiet lap thai do ve san pham hay djeh vu. 

Xac djnh diem danh gia va dicu chinh: Khi thuc hien du doan ve kha ndng 
va mire do tot/xau , nguoi tieu dung co xu huong su dung mot tien trinli xdc dinh 
diem danh gid vd dieu chinh. Truoc het ho xac dinh diem danh gid (nuoc xuat xu, 
thuong hieu....) dua tren mot so gid trj ban dau, sau do dieu chinh hay cap nhat 
danh gia khi co thong tin bo sung. Gid trj ban ddu co the la nhumg thong tin hay 
phan ung cam xuc co san tu tri nho, hay co the la nhung thong tin tir ben ngoai. 
Nhung gia trj cua nguoi tieu dung hay nhung anh huong qui chuan (nhom) cung co 
the la nhung tieu thuc manh cua gia tri ban dau. 

Hinh tirong co the dong vai tro trong tien trinh danh gia. Nguoi tieu dimg co 
the co gang xav dimg hinh anh ve mot sir kien (nhu viec ho trong nhu the nao khi 
lai chiec 6 to nuVi). de du doan kha nang xay ra hay danh gia ve muc do tdt^xdu. 
Dang chu y la viec hinh dung mot sir kien thuc te co the lam cho no de xay ra. hoi 
nguoi lieu dung co the thiet lap nhung khuynh huong lich cue khi ho tuimg tuong 
ban than dang su dung san pham. Hinh tuong cung co the dan nguoi tieu dimg dt'n 
danh gia qua muc su hai long cua ho voi mot san pham hay djeh vu. Hon nua. khi 
nguoi tieu dung du doan su hai long trong tuimg tuong, ho phan bo nh\£u ngu6n 
lire tinh than hom cho cac thuoc tinh manh me va coi trong nhung thuoc tinh nay 
him trong viec thiet lap sir ua thich. 

Khuynh hiroiig thien lech trong tien trinh danh gia: Neu nguoi tieu dung 
nhay cam voi khuynh huong khang dinh. ho chi thu thap va xu l\ nhung b5ng 
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chung khang djnh, ho tra nen tu tin hom trong danh gia so vai khi thu thap nhung 
thong tin tieu cue. Khuynh huong nay co the dan den nhung lira chon it toi iru hem 
cho viec mua trong tuong lai. Khi nguai tieu dung qua tu tin, ho co the khong thuc 
hicn tim kiem ben ngoai, do ho tin rang minh biet chac chan ve tat ca. 

2.1.2. Du dodn xdc suat ket hap 

Doi khi nguai tieu dung du doan kha ndng xay ra dong that hui su kien hay 
moi quan he ion lai giira ede thuoc tinh. Du doan nay dupe goi la dir dodn xdc stall 
ket hap. Nghien ciru chi ra rang nhung ki vong ban dau anh huong den linh chinh 
xac cua no. Vi du, ngucri tieu dung co the nghi rang mot hucmg vj ngon co nghia la 
nhieu calo, va nhung thuemg hieu duoc quang cao tren dai VTV co uy tin hom 
nhung thiromg hieu quang cao tren cac dai truyen hinh dia phuemg. Khi ngucri tieu 
dung sir dung cac thuoc tinh du doan, danh gia ciia ho duoc cai thien do ho co the 
tim ra moi quan he thuc te giua cac bien so. Vi du, ngucri tieu dung chuyen gia it bi 
dan dat beri nhung dac diem lien quan den nutre xuat xir va bi anh hucmg nhieu hem 
bai nhung thuoc tinh lime lt\ khi thong tin la ro rang. 

Tuy nhien, doi khi nguai tieu dung khong thong thao cr dir dodn xdc suat ket 
herp , va ho cho rang ton tai moi quan he trong khi thuc sir la khong co. Moi tuemg 
quan ao nhu vay co the xay ra khi thong tin la mo ho. Tuong quan do dnli xay ra 
khi nguai lieu dung nghi rang hai su viec xay ra dong ihdi trong khi thuc su Id 
khong co. Vi du. xe hai va san pham dien tu Han Quoc duac gicri thicu nguyen goc 
la nhung thuemg hieu re tien, va hien nay nhung thuemg hieu nhu Huyndai phai 
vuat qua nhung nhan thuc ve chat lupmg thap khi muon dich chuyen len thj truemg 
cap hang cao hem. 

2.2. Tien Irinli ra quyet din It no lu c cao 

Trong bat cur tinh huong lira chon nao. ngucri tieu dung phai doi mat vai 
nhieu phuang an co sdn ma ho hiet duac. goi la tap lurji nhdn hiet. Fir tap harp 
nhdn hiet . ngucri tieu dung se chon ra cac phuemg an de danh gia. tao thanh tap hap 
quan tdm - hao gdm nhung phuang an duac danh gid (dime ua thich) de ra quyet 
djnh lira chon, tap herp nay co duac tir viec tim kiem cac phuang an quan tarn trong 
tap hap nhdn hiet thong qua viec loqi ho cue phuang an khong phi) hap hay khong 
duac ua thich (tap hap khong phii hap) - bao gom nhung phuang an khong duac 
chap nhdn khi ra quyet djnh - va nhung phuemg an co phan irng tra (tap luq) ho 
qua) - bao gom nhung phuang an md nguai tieu dimg nhdn hiet nhung ho qua 
(Hinh ?). 

Nhieu nghien ciru ma rong ve ra quyet dinh cua nguai tieu dimg da xem xel 
each thuc ket hap cac thong tin thu duac tir tim kiem bC'n trong va ben ngoai de ra 
quyet dinh. Cac nha nghien ciru da dua ra ede md hinh khde nhau cua lien trinh ra 
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quyet Jink Mot gia djnh co ban lam nen tang cho nhidu mo hinh na> la ngucri tieu 
dung img xir theo ly iri , chon thuong hieu hay dich vu voi sir ket hop tot nhat cac 
dac diem thoa man nhu cau cua ho. Tuy nhien, nhieu khi ngucri tieu dung khong 
hanh dong theo each ly tri nhu vay. Trong nhung tinh huong xir ly cao. nhung cam 
xtic mqnh co the thuc ep ngucri tieu dung mua mot dTa DVD moi hay mot bo quan 
ao moi. ngav ca khi ho da co nhieu. Do do, cac nha nghien ciru ngudi tieu dung gan 
day quan tarn nhieu hon ddn cac lua chon ma ban chat cua quyet dinh la huong thu 
hay cam xiic. 

Mot kSt qua then chdt khac la lien trinh ra quyet Jjnh co the thay Joi theo 
tinh huong boi ngucri tieu dung thich ung cao voi boi canh. Moi tinh huong I\ia 
chon co the thay d6i nhieu, khong chi tren khia canh kieu thuemg hieu v a thong tin 
Jiinh gia ma con lien quan den Jong co, kha nang va co hoi (MAO) xu ly thong 
tin. Vi vay, tieu trinh ma ngucri tieu dung sir dung de lira chon xe 6 to co the rat 
khac voi ti£n trinh ho su dung de lira chon mot ngoi nha. mot may tinh hay bat ki 
loai san pham hoac dich vu nao khac. 

Diem mau chot la ngiroi tieu dung khong Ji theo mol lien trinh Jong nhat 
moi khi ra qujit dinh. Thay vi vay, ho xay dung mot chien luoc phu thuoc ban 
chdt b6i canh. va ho co the sir dung nhieu nguyen tac ra quyet dinh khac nhau, 
don le hoac ket hop. Vi vay. mac dii mot so mo hinh ra quyet dinh da dupe dua 
ra - bao gom cac mo hinh ly tri va cam xitc (mo ta trong cac phan tiep theo) - 
moi mo hinh co the mo ta mot each chinh xac viec ra quyet dinh trong nhung 
boi canh nao do. 

2.2.1. Ra quyet Jin It no lire cao dua tren ly tri 

Cac mo hinh ly tri mo ta tien trinh qua do ngiroi tieu Jung ket htrp cac thong 
tin ve nhung thuoc tinh Je Jat Jen mot quyet Jinh theo each ly tri va he thong 
Nhung mo hinh khac nhau thao luan 6 day khong co y dinh mo ta ciing mot tien 
trinh. I Ion nua. chimg nhan dien cac tien trinh khac nhau co the xa> khi ngucri tieu 
dung ra quyet dinh. Nhung mo hinh lira chon se phu thuoc vao ngucri tieu dung va 
tinh huong. Hon nua. nhung tinh huong co cac mo hinh phu hop khac nhau co the 
dan den nhung lira chon hoan toan khac nhau. Cuoi ciing. ngudi tieu dung co the sir 
dung mot tap hop cac mo hinh. hon la chi mot mo hinh va khong nhat thiet nhan 
biet dupe chinh xac tien trinh ma ho theo duoi. 

Cac mo hinh ly tri co the dupe phan loai theo hai tieu thirc chinh: ban chat hit 
trie khong hit trie xir ly throng hieu xtr ly thuoc tinh. 


160 



Hanlt W ngudi tieu dung. 


Tat ca cac 
phuong an c6 sin 
(San pham, dich vu) 


Tap hop nhan biet 

(Cac phuong an ngudi 
tieu dung nhan biet) 


Tap hgp khong 
nhan biet 

(Cac phuong an ngudi 
tieu dung khong biet) 


Tap hop 

quan tam 
(C$c phuong an md 
ngudi tieu dung 
quan tam va duqc 
danh gia) 


Tap hgp bo qua 
(Qc phuong an 
xem xet lai sau) 

Tap hgp khong 
phu hgp 
(Tranh n£) 


Phuong an 
dupe mua 


Phuong an dugc 
danh gia, nhung 
khong dugc mua 


Hinli 7.7: Tien trinli tliiet lap tap harp quan tam. 

♦ Mo hinlt bit trir/kliong bit trie 

Vdi cac mo hinh bu trie, ngudi tieu dung chon thuong hieu co so luong Ion 
nhat cac dac diem thuan lai so vdi cac dac diem khong thuan Igi. Mo hinh bu trie la 
suphdn tich chi phi - lai ich tinh than duqc sir dung de ra quyet dinh. Nguyen tac 
then chot la nhung dac diem bat loi se dugc bu trir bdi nhung dac diem thuan loi. 
Cu the, mo hinh nay cho phep chon thuong hieu co chi so tong hop Ion nhat khi 
danh gia hieu nang cua tat ca cac thuoc tinh. 

Ngugc lai, voi mot mo hinh khong bit trir, nhung thong tin bat loi dan ngudi 
tieu dung den loai bo ngav thuong hieu hay djeh vu tir tap hop quan tam. Mo hinh 
khong bu trir la mot mo hinh ra quyet dinh dan gidn ma a do ede thong tin bat lai 
dan den loai bo phirang an. Trong vi du 6 phan gioi thieu chuorng, \ iec nhan biet 
mot san pham xuat xu Trung Quoc co the ngan can mot so ngudi tieu dung Viet 
Nam quan tam den no. Cac mo hinh khong bu tru de thuc hien. doi hoi it no lire ly 
tri hem va it cang thang hon cac mo hinh bu trir. 

♦ Cac mo liinli xu ly tlieo tliuang hieu va theo thuoc tinh 

Khi ra quyet djnh, ngudi tieu dung co the danh gia mot tlurang hieu tqi mot 
thdi diem. Vi vay, mot ngudi tieu dung mua mot may tinh co the thu thap thong tin 
ve may tinh IBM va danh gia ve no trude khi chuyen sang thuong hieu tiep theo. 
Kieu xu ly thuong hieu nay xay ra thuong xuyen boi moi trudng - bao gdm quang 
cao. ban hang. ... * thuong dugc to chuc theo thuong hieu. Xu ly thuoc tinh xay ra 
khi ngudi tieu dung so sdnh cac thuang hieu khde nhan theo mol thuoc tinh tqi mot 
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thdi diem. Mot vi du tieu bieu la so sanh gia ca. 6 do nguai lieu dung so sanh ci 
thirong hieu ve gia, va chon ra thuomg hieu co gia phu hap. I lau hei nguai tiir 
dung deu thich xir ly theo thuoc tinh vi no de han; tuy nhien khong phai luc n* 
cung co the tim ra nhurng thong tin co sSn. Hinh 7.8 phan loai cac mo hinh ra quj| 
dinh ly tri khac nhau theo hai tieu thuc chinh nay. 

Bit trie Khong bit trie 


Xir ly theo 
tluet/ng Itiett 


Xte ly theo 
tltuoc tinh 


Cac mo hinh ra quyet dinh ly tri co the duac phan loai theo 2 tieu thuc chinlj 
(at Xte ly mot thirong hieu hay mot thuoc tinh tai mot thin diem va (hi Xte ly hit 
(nhieng thuoc tinh xctu co the diroc hit trie hoi nhirng thuoc tinh tot) hay khong b\ 
trir (mot thuoc tinh xctu cho phep loai bo ngay thirong hieu). 

♦ Mo Itinlt xir ly thirong liieu bit trie 

Nhieu nghien cuu da tap trung vao mo hinh hit trir dira tren thirong hieu. cfl 
goi la mo hinh da tieu thuc. Mot mo hinh da tieu thuc-ly thuyet hanh dong hoph 
(TORA) da duac thao luan a chucmg 6. Vai mo hinh TORA. thai do cua nguai tie 
dung doi vai mot hanh dong du dinh. di doi vai niem tin cua ho ve nhirng gi nguc- 
than cho la phu hap. du doan > dinh mua. su dung ha\ loai bo mot Nan pham die. 
vu cua ho. 

Nhieu mo hinh da tieu thuc khac nhau da duac dua ra. Nhurng mo hinh na; 
khac nhau ve cac thanh phan bao gom it nhat mot trong cac you to Sire man I 
niem tin (2i Ditnh gia. vd (3) Tam quan trong md ngirdi tieu dung van cho thuih 
tinh hay ket qua Bang 7.1 mo ta mo hinh da tieu thuc dua chu >eu tren s ire mart 
niem tin va tarn quan trong 


Mo hinh da tieu thuc 

Mo hinh ket hop 

Mo hinh phan bict 

Mo hinh chenh lech cong 

Mo hinh tir dien hoc 

Mo hinh loai bo theo 
thuoc tinh 

1 


Hi it It 7.8: Cric kieu mo limit lira clton ly tri. 
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Bang 7.2: Minh hoa hai mo hinh bu Irir 

Day la mot vi du ve mpt mo hinh da tieu thdrc sir dung sire manh niem tin va he so 
uan trQng nhir la 2 thanh phan. Sire manh niem tin the hien mire do ngudi tieu dung nam 
,iCr moi niem tin (mpt so niem tin dupe nam giur manh lion nhiirng niem tin khac); he so 
uan trong the hien mire do quan trong moi niem tin gan vdi mot quyet djnh(mQt so niem 
in nay quan trong hon nhurng niem tin khac). Mo hinh nay c6 the dupe mo ta nhir sau: 

- Ab = £(bi x Ii) 

rong do, Ab the hien thai do doi vdi thuong hieu; bi la sire manh niem tin gan vdi thuoc 
inh I, mot danh gia ve kha nang; va Ii la tarn quan trpng cua thuoc tinh i. Mo hinh nay co 
he de dang dirpe ap dung eho boi canh ra quyet djnh neu chung ta danh gia Ab cho moi 
•hirong an trong tap hpp quan tarn. Ngiroi tieu dung se chon phirong an ma ho co thai do 
janh nhat. 

Xem xet vi du sau: Gia sir Mai muon di hoc Dai hoc d trudng A. B hay C va cac 
lupc tinh noi trpi nhat cua moi trirong ma co dang quan tarn la chat lupng cac nganh, uy 
in, chi phi va khoang each tir cho o den trirong. Nhu trong bang nho sau, Mai danh gia bi 
a Ii cho moi phirong an tai mot thai diem. Mo hinh nay dp doan Mai se chon truemg A 
cri no co diem so cao nhat ve vi tri va cac nganh tot nhat. 

Khi sir dung mo hinh chenh lech cong. trirdc tien Mai so sanh trudng A va B ve 
luoc tinh nganh tot nhat. Vi du, sir dung danh gia bi, co tim ra chenh lech la +1. Co 
huyen den thuoc tinh uy tin, noi co chenh Ipch la +2. Mai tiep tuc tien trinh nay doi voi 
hiirng thuoc tinh khac de co dirpe tong chenh lech cong , thiet lap su ira thi'ch doi voi 
irong A. Co lap lai tien trinh so sanh trirong A va C, lai tim thay rang trudng A la su lua 
hon tot hon. (Luu y rang vi trudng A dupe xem la lua chon tot hon hai lua chon kia, nen 
hong can phai so sanh trudng B va C). 

Luu y la ngudi tieu dung khong thpc hien nhung danh gia nay mot each chinh thirc 
hi hp ra quyet djnh. Cac con so la mot each lupng hoa phan tich chi phi - Ipi ich tinh 
lan ma ngudi tieu dung co the thpc hien. Tuy nhien, cac mo hinh bu tru huu ich trong 
iec ho trp chung ta nhan dien cac nhan to nao la anh hudng nhat khi ra quyet djnh. 

Cach thurc chon trurong dai hoc cua Mai: Cac mo hinh bu trir 


Kct qua 

lam quan 

Sire manh 

C ua Mai 

dac trung Cac phirong 

cua qu> ct 

irgng cua 

niem (in 

\c kct qua 

cho cac an lua chon 

dinh 

moi ket 
qua(1= 

(-3 = rat 


plmong an \ a Is do 


khong 
quan trong 
chin nao; 

ycu; +3 = 
rat manh) 




7= Rit 





quan 


Truong li 

1 ruong C 


trong) 

Truong A 
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MO Cac quvet 

IliNII Jinh duoc 

DA thuc hicn 

TIEU boi xu K 

THl r C dua tren 

thirong 
hieu. He so 
quan trong 
cua moi 
phuong an 
duoc nhan 
voi sire 
manh niem 
tin. Diem so 
la tong cua 
cac so hang 
na\. 

Thuong 
hieu \6i 
diem so 
nhan vcri he 
so quan 
trong la cao 
nhat sC 
duoc chon 


Mota 


Sire manh 
niem tin \c 
cac thuoc 
tinh duoc 
so sanh qua 
cac thuong 
lucu khac 
nhau. 

I huong 
lucu \ 01 

long chenh 
lech cong 
Urn nhat 
qua cac ket 
qua se duoc 
chon 


MO 

IliNH 

CHENH 

LECH 

BO 

SUNG 


Co nganh 
tot nhat 

6 

43 

La co so 
co uy tin 
hon 

4 

43 


1 loc phi 
dit hon 

3 

•1 

Cach \a 

2 

41 

nha 


29 

Tong 

nhan he 
so (tong 
sue manh 
niem tin 



\ tarn 




quan 

trong) 


tot nhat 


co u\ tin 
h(m 

Hoc phi 
ddi him 


nha 

Chenh 
lech cong 


+ 1 


+ 1 


16 


CACH 

THUC 

SO SANH 

CAC 

THUONG 

HIl-U 

IH'A 

TREN 

SIC 

MANH 

Truong A 
doi voi 
truong B 

(+3)-(~2) 

“ 4 | 

Truong A 
doi voi 
truongC 

(♦3)-(43) 

= 0 

Truong B 
doi voi 
truong C 

(-2)-(+3) 
= -1 

(+3MH) 

= ^2 

<43)-(-2) 

= 4 5 

(■*-l)-(-2) 

* *3 

(-1 H*\) 

~ _*> 

MM-2) 

* -3 

l*l)-(42) 
- *1 

Hi-t-n 

= 

MHO)* 

4 | 

(-1 MO) - 
-1 

43 

43 

0 


T ruong A 
duoc chon vi 
tong so diem 
|6\(*3)| ♦ 
MM 4 3)| 
4, |3x(-I)| 4 
|2\(+l)|* 2. 
Gia tri ndy 
cao hon tong 
so diem cua 
cac phuong 
an khac 
Truong B 3 
|6\(42)| 4 

|4\(4|)j 4 

|3\H)| 4 
|2\(-l)|- 17, 
Ya 

1ruong C 3 
I6\|43)| ♦ 

|4\|-2)| 4 

|3M>2)| 4 

(2\(0)| = 16 


NIEM TIN 


Truong A 
duoc chon \i 
su chenh 
lech cong 
cua danh gid 
sue manh 
mem tin so 
Nunh thuan 
loi him voi 
ij truong B 
• -.M \a 
:r.Kmg C 
i-m I ruong 
B khong 
Jjoc \cm la 
tot hon 
truong C 
uhenh lech 
= 0) 
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♦ Mo hinh xu ly thuoc tilth bit trir 

Theo mo hinh cltech leclt cong cac thuong hieu dugc so simh theo thuoc 
tinh lai mot thdi diem. Ngudi tieu dung danh gia chenh lech giua cac thuemg hieu 
tren moi thuoc tinh va sau do cong lai thanh su ua thich tong the. Tien trinh nav 
cho phep can bang giua cac thuoc tinh - do la, do chenh lech duemg tren mot thuoc 
tinh nay co the bu trir cho do chenh lech am tren mot thuoc tinh khac. 

A Id hinh chenh lech cong giup ngucri lam thi truemg xac dinh nhung thuoc 
tinh hay ket qua the hien su khac nhau Ion nhat giua cac thuemg hieu - nhung 
thong tin ho co the su dung de cai thien va djnh vj dung dan thuong hieu. Neu mot 
thuong hieu kern horn doi thu canh tranh chinh ve mot thuoc tinh cu the, cong ty 
can gia tang niem tin cua ngucri tieu dung ve tinh uu viet cua san pham. Vi du. khi 
bj tan cong manh me ve gia boi Dell, Compaq cai thien v| the canh tranh co y nghla 
tren thuoc tinh nay. 

♦ Mo hinlt xu ly thuong hieu khong bit trir 

Nh&ng mo hinh bu trir ma chiing ta da nghien cuu doi hoi ngucri tieu dung 
thuc hien no luc Ion de danh gia moi thuemg hieu theo nhieu thuoc tinh. Thong 
thuong ngucri tieu dung khong san sang dau tu nhieu no luc nhu vay, thay vi the sir 
dung mot tien trinh khong bit tru dom gian hon. Voi cac mo hinh xir ly thuong hieu 
khong bu trir, ngudi lieu dung sir dung cac thuoc tinh then chot de danh gia thuong 
hieu va loai ho nhung thuong hieu khong phit hop d hat ki thuoc tinh nao Nhung 
mo hinh nay dupe goi la khong bit trir boi nhung danh gia bat lai tren mot thuoc 
tinh then chot dong nghia voi viec thuong hieu bi loai bo. 

Mot dac diem chung cua nhung mo hinh khong bu trir la tien trinh ra quyet 
djnh thuc hien theo each don gian va co trinh tu. Ngucri tieu dung thiet lap nguong 
loai bo doi voi moi thuoc tinh, va loai bo mot thuemg hieu cr ducri nguong nay. 
Ngudng loai bo 1a diem ma d do moi thuong hieu hi loai bo doi voi moi thuoc tinh 
theo mo hinh khong bit trir Ngucri tieu dung co xu hudng chon cac nguong loai bo 
de thiet lap su chenh lech Ion nhat giua cac phuomg an chap nhan va bi loai bo. Cac 
mo hinh khong bit trir co the khac biet tren goc do nguong loai bo va viec so sanh 
thuc hien theo thuong hieu hay thuoc tinh. 

Co 2 loai mo hinh khong bit trir la ket hop va phan biet. 

- Mo hinh ket hop la mo hinh khong bit trir an dinh ngudng loai bo thdp nhat 
de loai bo nhung phuong an xdu. Sir dung mo hinh ket hop, ngucri tieu dung thiet 
lap ngudng thap nhat cho moi thuoc tinh, the hien gia tri thap nhat ma ho san sang 
chap nhan. Chang han. ngucri tieu dung loai bo nhung chiec dien thoai di dong co 
gia tren 2 trieu VND. Do nguong loai bo the hien sue manh niem tin thap nhat. mo 
hinh ket hop loai bo ngay cac phuong an khong phit hop. Ngucri tieu dung se nhan 
manh cac thong tin tieu cue de thuc hien muc tieu nay. 
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- Mo hinh phiin biet lit mo hinh khong bit trir thiet liip ede nguong loai ho 
chap nhan de tim ra nhirng phuang an tot. Mo hinh phan biet cung giong mo hinh 
ket hop nhung co 2 diem khac nhau. Thir nhdt, nguoi tieu dung thiet lap nhirng 
muc co the chap nhan cho nguong loai bo mong muon. Vi vay, mac du 2 tri?u 
VND co the la so tien cao nhat ma nguoi tieu dung tren chap nhan tra cho mQt 
chiec dien thoai di dong, nhung nguong chap nhan de chon duoc nhirng phuang 
an tot co the la 1,5 trieu VND. Thu hai , nguoi tieu dung danh gia dua tren mpt so 
thuoc tinh quan trQng nhat, chu khong phai tat ca, nhan manh vao cac thong tin 
tich cue. 

♦ Mo hinh xir ly thuoc tinh kltong bit trir 

Hai mo hinh khong bit trir xur ly theo thuoc tinh la mo hinh tir dien hoc va mo 
hinh loai bo theo thuoc tinh. 

- Mo hinh tir dien hoc: Voi mo hinh tir dien hoc. nguoi tieu ditng sap xep cac 
thuoc tinh theo turn quan trong va so sanh cac phuong an dua tren mot thuoc tinh 
tai mot thcri diem, bat dau voi thuoc tinh quan trong nhat. Neu mot phuong an 
chiem uu the, nguoi tieu dung se chon no. Neu xuat hien su tuong ducmg, nguoi 
tieu dung tiep tuc xir ly thuoc tinh quan trong thir hai va cir nhu vay cho den khi chi 
con mot thuoc tinh. Chu y rang sy tuong duong xay ra khi sy khac nhau giura 2 
phuong an tren bat ki thuoc tinh nao nam dudi sy chenh lech co y nghia. Vi vay, 2 
thuong hieu co gia 10.000 VND va 9.900 VND duoc xem nhu tuong ducmg ve gia. 
Mot vi du thong thuong khac cua mot chien luoc tir dien hoc la so sanh ve gia khi 
di mua hang o sieu thi. noi thuoc tinh dong vai tro quan trong nhat la gia. 

- Mo hinh loai bo theo thuoc tinh: Mo hinh nay giong voi mo hinh tir dien 
hoc nhung dua vao them nguong chap nhan. Mo hinh nay khong chat che nhu mo 
hinh tir dien hoc ma xem xet nhieu thuoc tinh hon. Truoc tien nguoi tieu dung sip 
xep cac thuoc tinh ve tarn quan trong va so sanh cac phuong an tren thuoc tinh 
quan trong nhat. Nhirng phuong an dudi nguong chap nhan se bi loai. va nguoi tieu 
dung se tiep tuc tien trinh cho den khi chi con mot phuong an. 

♦ Da mo Itinh ra quyet djnli 

Nguoi tieu dung thuong sir dung mot tap hop cac chien luoc ra quvit dinh. 
Cu the. khi nhieu phuong an co sin. nguoi tieu dung co the su dung chiin luoc 
khong bit trir (mo hinh ket hop) de giam kich co cua tap hop quan tarn va loai bo 
cac phuong an kern, sau do sir dung mo hinh triet de (chiin luoc bu tru) de danh 
gia cac phuong an con lai. Nhu vay, ho co the sir dung nhiiu chiin luoc khac nhau 
trong tien trinh ra quyet dinh. Nguoi tieu dung cung co xu hudng cung ci> hay duy 
tri sy ua thich \di thuong hieu khi thyc hien so sanh ban dau trong tien trinh ra 
quyet dinh - sy ua thich van duoc duy tri khi nguoi tieu dung tiep tuc su dung cac 
thuoc tinh de thyc hien cac lya chon tiep theo trong cac phuong an co sin. 
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2.2.2. /?« quyet dinlt no luc cao dim tren cam xuc 

Ra quyet dinh cam xuc la ra quyet djnh dm tren tinh cam hay cam xuc ( ac 
nha nghien ctru hien nay nhan biet ding ngudi tieu dung cung xu ly theo each khac. 
d do viec ra quyet dinh mang tinh chinh the han, tren nen tang la tinh cam hay cam 
xuc. Noi each khac, nguai tieu dung doi khi ra quyet djnh dan gian chi vi ho cam 
thay dung , han la ket qua cua mot sir danh gia chi tiet va he thong. Thuc su. cam 
xuc doi khi co the Ian at ly tri va dan dat ngudi tieu dung den sir lira chon khong 
hep ly, va viec ra quyet djnh khien ho hoi tiec ve sau. 

Thuomg hieu co the gan ket veri nhung cam xuc tich cue nhu yen thuang, su 
vui ve, heinh dien, phdn khdi cung nhu nhung cam xuc tieu cue nhu tqi loi, ghet ho, 
sohdi, lo Idng, gian du, huon, xdu ho va tham lam. Nhung cam xuc nay dugc nha 
lai de dong vai tro trung tarn trong tien trinh ra quyet dinh, dac biet khi chung thich 
ung vai san pham hay djeh vu. Xir ly cam xuc nay thuang xuyen dua tren kinh 
nghiem. Noi each khac, ngudi tieu dung chon mot phuomg an dua tren sir nhd lai 
kinh nghiem qua khu va gan ket cam xuc vdi chung. Nhung cam xuc cua ngudi 
tieu dung dSc biet quan trong doi vdi nhung san pham, dich vu co nhung khia canh 
trai nghiem, hieu tuang hay tham my. 

Hinh tuimg dong vai tro then chot trong ra quyet dinh Marketing cam xuc. 
Ngudi tieu dung co gang tudng tuang minh dang tieu dung mot san pham hoac djeh 
vu, va su dung bat ki cam xuc trai nghiem nao nhu du lieu dau vao cua quyet dinh. 

Ngudi tieu dung co the sir dung ca ly tri va cam xuc khi ra quyet dinh. Thuc 
su, ho co the sir dung mot chien luac ket hap khac, d do trude tien sir dung mo hinh 
ly tri bii trir hoac khong bii trir de thu hep tap hop lua chon, sau do sir dung hinh 
tuang va cam xuc de ra quyet djnh cuoi cung. Vi du, khi mua nha, ngudi tieu dung 
thudng sir dung gia. dien tich, va so phong de thu hep tap hop, sau do lua chon can 
nha nia ho cam thay tot. 

2.2.3. Ra quyet dinlt khi ede pit icon g an 1a kliong the so sanh 

• Trong nio hinh ra quyet djnh. ngudi tieu dung so sanh cac phuang an tir mot 
loai san pham hay djeh vu tren ca sd cac thuoc tinh hay cam xuc tuang tu. Tu\ 
nhien, ngudi tieu dung thudng can chon tir mot tap hap ede phuang an khong the 
so sanh true tiep tren cung cac thuoc tinh cu the. Moi phuang an deu co nhung 
thuoc tinh khac nhau. khien viec so sanh kho khan han. 

Khi ra cac quyet dinlt kliong the so sanlt- cac quyet dinh doi hoi su lua chon 
trong so ede san pham hay dich vu tir cac chung loqi khac nhau- ngudi tieu dung 
thorn: qua chien luac dua tren phuang dnf 65 ) hoac chien luac dua tren thuoc 
tinh i66) . Sir dung chien hroc dua tren plnrong an (con goi la xu ly tir tren xudng ). 


/A< ' Alternative-based strategy' 
,Ml Attribute-based strategy 
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phdt trien thai do thuan Igi/ khong thuan Igi tong the doi vai moi phmmg an de ra 
quyet dinh khong so sdnh , co the su dung chien luge bii tru hoac cam xiic. Vi du, 
khi quyet dinh giai tri cuoi tuan, ban co the danh gia ly le phan doi ho<ic ung ho doi 
vai moi phuomg an mot each doc lap va chgn ra phuomg an ma ban thich nhat. Sir 
dung chien lucre dim tren thuoc tinlx , & do nguai tieu dung thicc hien ede lua chpn 
khong the so sanh bang each mieu td tricu tupmg ede thuoc tinh so sdnh. Theo each 
xu ly tie dudi len nay, viec lira chon da dugc thuc hien. 

Luu y rang ca hai chien luge tren co the dugc sir dung trong cac tinh huong 
khac nhau. Khi cac phuomg an co tinh so sanh kern horn, nguai tieu dung co xu 
huong sir dung mot chien luge dua tren phuang an bori kho rut ra cac thuoc tinh. 
Cac chien luge dua tren phuang an cung phii hgp vai nhung nguai tieu dung co 
cac muc dich dugc xdc dmh ro rang bai ho co the de dang nha lai cac phuang an 
khac nhau va ket qua cua chiing. Neu muc dich cua ban la muon co nhumg hoat 
dong vui nhon, ban co the lap tire nha lai mot tap hgp cac phuomg an nhu di xem 
phim ho^c an toi, cung vai danh gia chung ve moi phuomg an. Sau do, ban co the 
chon phuomg an vai danh gia thuan lgi nhat. Mat khac, khi nguai tieu dung khong 
co cac muc dich dugc xdc dinh rd rang , ho co xu huong sir dung each xir ly dua 
tren thuoc tinh. 

Mot diem cuoi cung ve lua chon khong the so sdnh: gia thudmg la mot thuoc 
tinh lam ca sa cho viec so sanh true tiep cac phuomg an. Nguai tieu dung thudng 
su dung gia de dua ra cac phuomg an cho tap hgp quan tarn, hem la lam ca sa chinh 
de so sanh giira cac phuomg an khong the so sdnh. Vi vay trong quyet dinh lira 
chon cac phuomg an giai tri, ban co the su dung gia de dua ra mot tap hgp cac 
phuomg an co kha nang chi tra, sau do sir dung chien luge dua tren phuang an hay 
chien luge dua tren thuoc tinh de ra quyet djnh sau cung. 

2.2.4. Anh Iiuang cua tinlt Ituong den viec ra quyet dinli 

Nguai tieu dung sir dung cac chien luge khac nhau trong cac tinh huong ra 
quyet dinh khac nhau. hay cung mot quyet dinh trong cac thai diem ra quyet dinh 
khac nhau. Chien luge tot nhat cho mot quyet djnh cu the phu thuoc \ao nguai tieu 
dung va ban chat cua quyet dinh. Phan nay se xem xel cac hieu ung tinh huong len 
viec ra quyet djnh: dac diem nguai tieu dung, dac diem cong viec, ca sa ra quyet 
dinh va su hien dien cua nhom. 

a) Anh huang cua cac dac diem nguai tieu dung den viec ra quyet dinh 

Mot loat cac nhan to lien quan den nguai tieu dung anh huong den ban chat 
cua tien trinh ra quvet dinh. Tucmg hgp vai mo hinh xir ly t6ng the. nhumg nhan to 
nay co the dugc nhom lai theo dong ca. kha nang, va ca hoi xu ly thong tin khi ra 
quyet djnh. 
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♦ Dong coxu ly: Khi dong lire ra quyet djnh dung gia tang, chung ta xem xet 
cac phuong an can than hon, va kha nang chung ta sir dung mot mo hinh bii trir 
(hoac khong bu trir) nang dong hon gia tang. Chung ta cung sir dung mot so luong 
Ion hon cac thuoc tinh de ra quyet djnh khi sir lot cuon gia tang. Mat khac. neu 
nhan thirc mot quyet djnh la qua riii ro, co the dan den mot ket qua khong hai long, 
chung ta co the lui lai viec ra quyet djnh. 

♦ Klia nang xu ly: Nguoi tieu dung co xu huong quyet djnh khi ho co the 
danh gia ve mot san pham dua tren nhimg dac diem ciia no. Nguoi tieu dung 
chuyen gia co kinh nghiem va kien thirc dua tren thuong hieu nhi6u hon va vi vay. 
co xu hitting lua chon cac chien luge quyet djnh dua tren thuong hieu. Nhiimg 
nguoi tieu dung nay cung biet each nhan dien nhiimg thong tin du doan va bo qua 
nhimg thuoc tinh khong thich irng trong viec ra quyet dinh. 

♦ Co lioi xu ly: Khi sire ep ve then gian gia tang, ban dau nguoi tieu dung co 
gang xu ly nhanh hon. Neu kl thuat nay khong hum hieu. ho ra quyet dinh dua tren 
it thuoc tinh hon va nhan manh vao cac thong tin bat lai. loai bo cac phuong an xau 
bang chien lupc khong bit trir nhu mot mo hinh ket hop. 

b)Anh hudng cua dac diem doi tuqng den ra quyet dinh 

Ben canh nhimg d§c diem ciia nguoi tieu dung, dac diem cua cong viec co 
the anh huong den ra quyet djnh. Cac nha nghien ciru da tim ra 2 dac diem doi 
tupng co anh huong: tap hop quan lam va tinh co san cua thong tin. 

♦ Tap hop quan tam 

So luong va kieu ede phuong an trong tap hop quan tarn ciia nguoi tieu dung 
la nhiimg tieu thirc then chot cua tien trinh ra quyet djnh. Khi qui mo tap hop quan 
tam gia tang, chung ta phai dau tu nhieu no lire hon de ra quvet dinh. Chung ta xir 
ly viec gia tang nay bang chien lupc ket hop - thu hep tap hop voi mo hinh khong 
bii trir, tiep theo la sir dung chien lupc hii trie hoac chien lupc dua tren cam xitc. 
Thanh phan ciia tap hop quan tam la cue ki quan trong boi danh gia ciia chung ta ve 
mot thuong hieu se phu thuoc vao cac thuong hieu so sanh. Viec lira chon se de 
hon neu co sir khac biet Ion giiira cac thuong hieu trong tap hop quan tam. Khi co it 
su khac biet giua cac thuong hieu, can su dung mot tien trinh hit trir hoac khong hit 
trir chi tiet. 

♦ Su co san ciia thong tin 

So luong. chat luemg va edit true thong tin cung anh hirong den chien lucre ra 
quyet dinh. Khi mot nguoi tieu dung co nhieu thong tin hon. quyet djnh tro nen 
phirc tap hon. ho phai sir dung mot chien lupc ra quyet djnh chi tiet hon. Sir gia 
tang ve so luong thong tin dan den mot lua chon tot hon ngoai trir viec nguoi tieu 
dung bi qua lai thong tin. Qua tai thong tin la anh huong lieu arc ten viec quyet 
djnh tao ra hoi vice co qua nhieu thong tin. Nguoi lam thj trubmg khong nen lam 
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ngubi tieu dung bj nghet tho boi qua nhieu thong tin: thay vi vay ho chi non cung 
cap nhung thong tin then chot. Ngupc lai, thieu thong tin co the dan den quyet dinh 
kern chat lupng hem va muc do hai long thap horn. Neu chat luomg thong tin thu 
thap dupe tir tim kiem ben trong hoac ben ngoai la huu ich va co tinh chan doan. no 
lire xu ly giam di va chung ta se ra quyet dinh tot horn. 

Cuoi cung, edit true thong tin. - do la, each thuc no dupe to chuc trong tri nhd 
hay trong moi truomg ben ngoai - co anh hubmg Ion den kieu chien luoc ra quyet 
dinh. Neu thong tin dupe to chuc theo thuomg hieu, nguai tieu dung se su dung mpt 
chien luoc duo Iren thuong hieu nhu mot mo h'tnh bit trie, ket hop hay phdn biet. 
Mat khac, neu thong tin dupe to chuc theo thuoc tinh hay theo ma Iran (cung cap 
thong tin ve cac thuoc tinh cho moi thuong hieu, de lam de dang cho vice so sanh 
gii'ra cac thuong hieu), nguai tieu dung co the thong qua mol chien luoc xu ly thuoc 
tinh. nhu la mo hinh chenh lech cong. lirdien hoc hay locti bo theo khia canh. Cung 
cap thong tin cho ngudi tieu dung co tinh cau true se gia tang tinh huu hieu va 
chinh xac cua quyet djnh. 

c) Anh huong cua co so ra quyet djnh den vice ra quyet djnh 

Anh huong tinh huong thu 3 len tien trinh ra quyet djnh la each thuc xac dinh 
hay mo ta doi tupng, goi la co so ra quyet dinh. Day la mot anh huong quan trong 
boi co so ra quyet djnh dong vai trd nhu diem tham khao cho lien trinh ra quyet 
dinh. Tat ca nhung thong tin tiep theo deu dupe xur ly dubi anh huong cua diem 
tham khao nay. Vi du, co so ra quyet djnh doi voi vice mua xe 6 to co the la: (I) 
Mua mot chiec xe kinh te nut minh co kha nung chi tret hay (2) Mua mot chiec xe 
gay an tuong cho ban be. Ro rang, ngubi tieu dung se su dung cac mo hinh khac 
nhau va xu ly thong tin khac nhau dua theo 2 co so ra quyet djnh nay. 

Chon co so ra quyet djnh cung lien quan den cac boi canh ra quyet dinh. Cu 
the, nguai tieu dung co the chon co so ra quyet djnh dua tren viec tiep xuc vbi cac 
tac nhan ben ngoai. 

♦ Co so ra quyet dinh edit cir tren ngtroi tieu dung 

Tien trinh chon co so ra quyet dinh bat dau vbi kien thirc cua nguai tieu diing ve 
tinh huong nuia. Ngubi tieu dung sau do kich hoat mot phan tri nhb lien quan don muc 
dich va tinli huong. Tinh huong su dung san pham cb the anh huong den tien trinh ra 
quyet dinh. Vi vay ban cb the su dung cac tap hop quan tarn khac nhau. cac tieu chuan ra 
quyet djnh khac nhau va muc do no luc khac nhau khi mua bia cho rieng ban \a cho mot 
buoi tiec. Ban cb the mua bia gia thap cho mot buoi tiec vi ban can so luimg lbn. nliung 
kui cung cb die quan tarn den liinh anh ca nhan trong bubi tiec. 

♦ Co so ra quyet djnh can cu vao ede tac nlidn ben ngoai 

Cac quyet dinh cung cb the dua theo each van de dupe cau true trong moi 
trubng bbn ngoai. Trong mot nghien cuu chi ra rang ngubi tieu dung duoc cho xem 
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loai thit bo co 75% nac danh gia no co y nghla hom la ngucri tieu dung dugc cho 
xem loai thit bo co 25% mo. Cung vay, ngucri tieu dung phan ung thuan loi hom khi 
nguai lam thi trucrng dua ra chi phi cho mot san pham nhu mot chuoi gia tri thanh 
toan timg phan vai s6 tien nho thay vi tra mot lan vai so tien lan. Quyet djnh dua 
tren co so ra quyet dinh thuan loi hay bat loi deu anh huong khac nhau den danh 
gia. Nguai tieu dung co xu hucmg chon mot thuang hieu dua tren tuyen bo bat lai 
ve doi thu canh tranh khi xu ly la thap, nhung xu ly cao hom co the giup ho hieu 
minh dang su dung mpt chien thuat khong dung dan. 

d) Anh huong cita nhom den ra quyet djnh 

Mot anh huomg tinh huong thu 4 len tien trinh ra quyet dinh xay ra khi nguai 
tieu dung ra quyet dinh vai su hien dien cua nhom, nhu la quyet djnh dat mon gi 
khi an toi vai nhung nguai khac. Khi moi thanh vien nhom ra quyet dinh, ho se co 
gang can bang 2 tap hgp muc dich: (1) Cdc muc dich dqt duoc hoi cd nhdn (cd 
nhdn) vd (2) Cdc muc dich dqt duoc phu thuoc vao cd nhdn vd nhom (cd nhdn - 
nhom). Bai vi nguai tieu dung phai chon mot phuang an khac de dat dugc mot tap 
hgp muc dich nay, ho khong luon luon co the dong thai dat dugc ca hai tap hgp 
muc dich trong boi canh nhom. 

Trong mot nhom, ngucri tieu dung doi mat vai 3 kieu muc dich cd nhdn - 
nhom (Hinh 7.9): 

- Tu the hien\ Nguai tieu dung tim each chuyen tai hinh anh nao do bai 
nhung quyet djnh thuc hien trong boi canh nhom. Khi nguai tieu dung muon su 
dung nhung lua chon duy nhat nhu la nhung tin hieu the hien tinh cd nhdn , ket qua 
se la su tim kiem bat dong vai nhom. Mat khac, ngucri tieu dung quan tarn nhieu 
hom den cac chuan muc nhom va do do thuc hien nhung lua chon giong vai nhung 
thanh vien khac, dan den su tuong dong vai nhom. 

- Toi thieu hoa su hoi tiec : Ngucri tieu dung e ngai rui ro va muon toi thieu hoa 
su hoi tiec se co xu huong lua chon giong vai nhung ngucri khac trong nhom, dan den 
sir tuong dong. Dieu nay cho phep cac thanh vien nhom tranh dugc bat ki su that \ ong 
nao ma ho cam thay neu su lira chon cua mot ngucri nao do tot hem cua ho. 

- Thu thqp thong tin : Nguai tieu dung co the hoc hoi dugc nhieu hem ve 
nhung lua chpn khac nhau thong qua tuong tac vai nhung thanh vien nhom. Cho 
du cac thanh vien co thuc su chia se lua chpn hay dan gian la chia se phan ung cua 
ho hay khong, ket qua la su bat dong ve lua chpn trong nhom xay ra khi nguai tieu 
dung thu thap thong tin. Tuy nhien, khi cac thanh vien nhom quan tarn nhieu han 
den sir tu the hien hay sp rui ro ve thu thap thong tin, ho se co lua chpn giong vai 
nhung thanh vien khac. dan den su tuong dong vai nhom 

KJii ra quyet dinh trong boi canh nhom, chung ta co gang can doi giua 3 muc 
dich cd nhdn - nhom nay vai nhung muc dich rieng cua cd nhdn. Trong hau het cac 
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boi canh nhom, ket qua la sir tucmg dong vai nhom , mac dii cuoi cung cac ca nhan 
CO the it thoa man voi k£t qua quyet dinh cua minh. 



Hinli 7.9: Pluin loai nmc dicli dnli liir&ng den ra i/uyeldinli ciin ngiririlieu dung. 


3. Danh gia va ra quyet djnh no lye thap 

3.1. Tien Irinlt danh gia no lire thap 

Khi MAO thap. ca nhan thuong don gian hoa tien trinh nhan thirc bang each 
sir dung phirang pluip khdm phii de giam no lire danh gia. Hai kieu phircmg phdp 
kluim phii chinh la tinh Jai dien va linh co son. 

3.1.1. Phmrng phdp danh gia dir&ng tat: Tinh dai dien 

Mot each dir doan hay danh gia don gian cua nuirai tieu dung la so sanh voi 
nguyen mau chung loai. Tien trinh phan loai nay duoc goi la tinh dai dien - thuc 
hien danh gid don gian boi so sdnh mot tdc nhan kich thick voi mot nguyen mau 
cluing loai. Vi du. neu ban muon uac doan chat luong cua mot thuong hieu kem 
danh rang moi. ban cb the so sanh no voi thuong hieu nguyen mau cua chung loai 
kem danh rang, nhu Crest. Neu thay mot thuong hieu mbi giong \oj nguyen mau. 
ban se gia djnh rang no cung co chat luong cao. Dieu nav giai thich tai sao bao goi 
cua nhieu thuimg hieu giong voi cac thuong hieu dan dau trong cac chung loai sar 
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pham. Nhu bat ki phuong phap duong tat nao, tinh dai dien co the dan den nhung 
sai Ipch. Nguai tieu dung Viet Nam co the suy luan rang hang ngoai tot horn hang 
npi. Dieu nay tac dong den each thiirc Marketing cua cac nha san xuat trong nuoc 
nham khac phuc nhung nhan thtxc va danh gia thien lech nay. 



Hlnh 7.10: Ddnlt gia v« ra quyet djnli no lure tliap. 

Trong cac tinh huong xir ly no luc thap, nguai tieu dung co xu huong su dung 
phuang phap kham pha hay each thuc dom gian hoa danh gia hay quyet djnh. Ca 
phuong phap khdm phd dua tren ly tri (chien thuat dua tren hieu nang. thoi quen. 
chien thuat lien quan den gia, long trung thanh va anh huong nhom) va cac phuang 
phap khdm phd dua Iren cam xuc (chien thuat lien quan den cam xuc, tim kiem su 
da dang va su boc dong) dugc sir dung de ra quyet djnh. 

3.1.2. Phuang phap danli gia dudng tat: Tinh co san 

Viec danh gia cung co the bj anh huong bai viec nha lai de dang cac su kien, 
goi la tinh co san - Danh gia dua tren su kien de nha hem la dua tren viec sir kien 
xay ra thuang xuyen. Nguai tieu dung co xu huong nha lai cac su kien de liep can vd 
song dong hon. tac dong den cac danh gia cua ho. Dan cir vi du. gia djnh ban da mua 
dau dia DVD dugc vai nim va phai sua chua lien tuc. Ban co the cam thay gian du 
va that vong khi thay thuang hieu nay. Kinh nghiem qua khir cua ban se lam ca so 
cho danh gia, cho du hien tai thuang hieu nay khong gay ra sai sot ve chat lugng. 

Truyen mieng la mot vi du khac cua cac thong tin de tiep can dan den su dung 
linh co san. Neu mot ngucri ban ke cho ban nghe ve tat ca nhung van de co ta gap 
phai vai dau dia DVD, thong tin nay co the anh huong den danh gia ve chat lugng 
cua ban, ngay ca khi kinh nghiem cua nguai ban chi la mot su kien dan le. 

Nhung danh gia nay co the la sai lech bai chung ta co xu huong quen di muc do 
xay ra thiro'ng xuyen cua su kien, ma chi nha thong tin de tiep can va song dong. 
Mot nghien cuu cho thav nguai tieu dung co the sir dung ca thong tin ve muc do 
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thudng xuyen va su kien (tinh co sin). nhimg danh gia lai phu thudc each there cau trie 
thong tin. Cac thong tin ve sir kien cc'mg cu the thi ngiriri lieu dimg ding it dm vita mire 
do thudng xuyen cua no. Mot nguyen nhan khac khien ngirdi lieu dung it chu y den 
mire do thucmg xuyen xay ra cua su kien la do no thudng khong co san. 

Mot sai lech co lien quan khac la djnh luat so nho - su ki vong nhimg thong 
tin co dupe tit mot tap harp nho ngudi tieu dung phdn dnh tap hop Ion hon. Neu ban 
be cua ban noi rang dla CD mdi cua mot ca si nao do la rat hay, ho§c mon in d 
mot nha hang nao do la rat te, ban co xu hudng tin nhung thong tin nay, ngay ca 
khi hau het nhung ngudi khac khong cho la nhu vay. Vai tro cua djnh luat so nho 
chi ra ly do tai sao truyen mieng co sue anh hudng cue ki ldn. 

3.2. Tien trinli ra quyet dinli no lire tliap 

Hau het cac tinh huong danh gia va ra quyet djnh no luc thap deu khong quan 
trong doi vdi cuoc song cua ngudi tieu dung. Ro rang la cac quyet dinh \ e nghe nghiep 
va gia dinh la quan trong hem nhieu so vdi quyet djnh mua mot hop kern danh rang hay 
mot Ion nude ngot. Vi vay, ngudi tieu dung khong muon dau tu nhieu no lire va thdi 
gian cho cac quyet dinh tarn thudng nay. Mot ngudi tieu dung co the mua tu 20 den 30 
mon hang cho moi lan di sieu thj. Viec tieu ton 5 phut cho moi mon hang cung da ngon 
mat vai tieng dong ho cho mot lan di mua hang. Do do, cac nha nghien cuu quan tam 
den each thuc ngudi tieu dung ra quyet djnh trong cac tinh huong no lire thip. 

3.2.1. Sir kluic niton giira ra quyet djnh no lire thap va no lire cao 

0 phan tren. chiing ta da thay ngudi tieu dung trong tinh hudng ra quyet djnh 
no lire cao co cac niem tin ve moi phuemg an duoc ket hop lai tao thanh thai do din 
den hanh vi hay lira chon. Noi each khac, ngudi tieu dung nghi. cam thay. va lam. 
Tien trinh nay goi la he thong cap bac hieu img (hinh 7.11). 



ITinli 7.11: He thong cap bde liieu irng. 


Hpc 

hoi 
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Khi co no lire cao, ngucri tieu dung danh gia chu dong cac thiremg hieu truoc 
khi ra quvet dinh mua. Trong nhung tinh huong no lire thap. ngucri tieu dung rat it 
suy nghi triroc khi quyet dinh, va nhung niem tin (thuong dua tren sir quen thuoc) 
dan dat true tiep den lira chon. Ngucri tieu dung danh gia sau khi lua chon, mot khi 
ho da su dung san pham. 

Herbert Krugman la mot trong nhung nha nghien cuu dau tien nhan biet he 
thong cap bac hieu img truyen thong nay khonp giong nhau trong cac tinh huong ra 
quyet djnh khac nhau cua ngucri tieu dung. Thong nhat voi ly thuyet cua Krugman, 
cac nha nghien cuu da dua ra mot he thong cap bac hieu img thay the cho cac tinh 
huong no lire thap theo tien trinh suy nghi hanh dong Cam xuc. Ngucri tieu 
dung di vao tien trinh ra quyet djnh voi mot tap hop cac niem tin 6 muc thap. dua 
tren sir quen thuoc va kien thuc voi thuong hieu co dupe tir tiep xuc nhieu lan voi 
quang cao, gap trong cua hang hoac da su dung triroc day. Nhung niem tin nay 
dong vai tro nhu co so cho quyet dinh hay hanh vi, ma khong co bat ki thai do nao. 
Sau khi ra quyet dinh va trong khi sir dung san pham, ngirai tieu dung co the hoac 
khong thief lap thai do, tiiy thuoc thuong hieu duoc ua thich manh hay khong hay 
no co thoa man nhu cau nhieu hay khong. 

Mot so nha nghien cun cho rang quan he niem tinhanh dong trong he 
thong cap bac no luc thap la chua du, bang each luu y rang ngucri tieu dung doi khi 
thuc hien cac lua chon thudn tuy cam xuc , ra quyet dinh chi dua tren cam xuc hon 
la ly tri. Vi du, ban co the chon mot loai kern lanh hay mot dla CD moi dua tren 
cam xuc tich cue, hon la niem tin hay kien thuc. Trong nhung truong hop nay. tien 
trinh se la cam xuc hanh dongsuy nghi. Kieu ra quyet dinh nay ro rang xay ra 
trong nhieu tinh huong xu ly thap, khuyen nghj r^ng ngucri tieu dung co the xir ly 
theo each ly tri cung nhu cam xuc. 

3,2.2. Sir dung cac cltien hrac dan gian Itoa khi no lire ngirai tieu dimg 
la thap 

Viec mua no lire thap the hien kieu ra quyet djnh thuong xuyen nhat cua ngucri 
tieu dung trong cuoc song hang ngay. Mot nghien cuu trong cua hang ban xa phong 
giat cho thay luong thcri gian trung birth de thuc hien mot lira chon la 8.5 giay. 

• Hai nhan to anh huong den tien trinh ra quyet dinh MAO thap: 

- Thir nhat , muc dich khong nhat thiet la tim kiem thuong hieu tot nhat. nhu 
trong truong hop cua tien trinh ra quyet dinh MAO cao. De toi iru hoa doi hoi 
nhieu no luc hem so vai no luc ma sin sang bo ra. Thay vi vay. ngucri tieu dung san 
sang tim kiem mot thuong hieu chi de thoa man nhu cau. mac du no chua phai la 
thuong hieu tot nhat. ma chi la 4k du tot”. 

- Thir hai , hau het cac quyet dinh no luc thap deu duoc thuc hien thuong 
xuyen va lap lai. Vi vay. ngucri tieu dung co the can cir vao nhung thong tin va 
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danh gia tir tieu dung qua khu. Hay nghl ve nhung Idn trudc day ban mua cac mon 
hang nhu kem danh rang, dau goi dau, nude rua chen..., ban chi dcm gian la nhd lai 
cac quyet dinh va thong tin trudc day de lam co sd cho ra quyet dinh hien tai. 

Trong nhung tinh huong mua thong thucmg, lap lai. ngudi tieu dung co the 
phat trien cac phuemg phap ra quyet dinh goi la chien thiuit lira chon khien ho co 
the ra quyet dinh nhanh chong va it ton kem cong sue. Thay vi so sanh chi tiet ve 
cac thuong hieu khac nhau, ngudi tieu dung chi su dung cac nguyen lac ra quyit 
dinh dcm gian. Quan diem nay dupe ung ho bdi mot nghien ciru ve xa phong gist. 
0 day. ngudi tieu dung da su dung nhieu chien thuat lira chon nhu chien thuat gia 
(gia re nhat hay dang khuyen mai), chien thual tinh cam (thich). chien thual hieu 
ndng (giat sach hon), va chien thual anh huong nhom (me toi da mua no). Cm 
nghien ciru khac cung chi ra mot so chien thuat bo sung: chien thuat thoi quen 
(mua lai thuong hieu da mua lan trudc), chien thuat long trung thdnh (mua lai 
thuong hieu yeu thich), va chien thuat tim kiem su da dang (thu thuong hieu khac 
xem sao). 

3.3. Hoc hoi cltien thuat iua chon 

Yeu to then chot de hieu duoc viec ra quyet djnh no luc thap la biet each thire 
hoc hoi sir dung chien thuat lua chon cita ngudi tieu dung. 

Mot so khai niem tir ly thuyet hanh vi co dien phu hop de hieu each thirc hoc 
hoi cua ngudi tieu dung. Phan xa co dieu kien hieu luc xem hanh vi la mot ham 
cua cac hanh dong co trudc vd nhung phan thuong (tang cudng) hay hinh phat co 
duoc tir cac hanh dong nay. Vi du, bo me thuong khen va thucmg qua cho tre em 
duoc diem tot. hoac quo trach chung vi khong nghe ldi. Qua do tre em biet dupe 
dau la nhung hanh vi tot hoac xau de lap lai hay ne tranh trong tuong lai. 

3.3.1. Pltan xa co dieu kien Itieu lire 

a) Tang cudng 

Su tang cudng thuong xuat phat tir cam xuc hai long xuat hien khi ngudi tieu 
dung nhan thirc dupe nhu cau cua ho duoc dap ung mot each thich dang. Su tang 
cudng nay phat trien kha nang mua lai thucmg hieu. Mot nghien ciru tim ra rang 
kinh nghiem qua khu vdi mot thuong hieu la nhan to then chot nhdt trong lua chon 
thuong hieu (tren ca chat lupng. gia va su quen thuoc). 

b) Hinh phat 

Ngupc lai. ngudi tieu dung co kinh nghiem khong tdt vdi mot san pham hay 
djeh \-u se co danh gia tieu cue ve no, va khong mua lai. Tren goc do phan xa co 
dieu kien hieu luc. kinh nghiem nay dupe goi la hinh phat. Trong bdi canh tieu 
dung, dieu nay xay ra khi nhu cau khong dupe dap img va ban khong hai long. Vi 
vav. ban se biet each de khong mua lai thuong hieu nay. Hinh phat cung co thd dan 
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nguai tieu dung den danh gia lai chi£n thuat va chon mot chien thuat mua khac vao 
Ian sau (mua thuang hieu dlt nhlt hay pho bien nhat). 
c) Mua lap lai 

Nguai tieu dung hoc each khi nao thi tang cucmg hay loai bo mot hanh dong 
(hinh 7.12). Tien trinh nay xay ra bat cu khi nao ban mua mot san pham thong 
thuang, lap lai. 



Hi nil 7.12: Tien trinh hoc hoi chien thuat lira chon. 

So do tren trinh bay each thurc ket qua cua mot quyet dinh co the ho tra 
nguai tieu dung hoc hoi de irng dung chien thuat nao cho mot tinh huong co sin. 
Sau khi nguai tieu dung sir dung mot trong bay kieu chien thuat. ho mua thuang 
hieu va sir dung no. Trong qua trinh tieu dung, ho co the danh gia thuang hieu. 
dan den 3 ket qua co ban: tang cucmg (hai long dan den thai do tich cue va mua 
lai). khong tang cucmg (dan den cung co chien thuat. nhung khong co thai do voi 
thuang hieu), hay hinh phat (dan den thai do tieu cue, khong mua lai va khong 
danh gia lai chien thuat). 

3.4. Ra quyet dinli no lire tliap dira tren ly tri v<i cam xuc 

3.4.1. Ra quyet dinli no lire tliap dira tren ly tri 

Moi chien thuat nguai tieu dung hoc hoi cho viec ra quyet dinh xu ly thap co 
nhung ung dung quan trong cho nguai lam thi truemg. Cung nhu doi voi cac quyet 
dinh xir ly cao: cac chien luge nay co the dugc chia thanh hai loai Ion: ra quyet 
dinh dua tren ly tri va ra quyet dinh dira tren earn xuc. Phan nay xem xet ra quyet 
dinh dua tren ly tri. bao gom cac chien thuat lien quan hieu niing. thdi quen. trung 
thanh voi thuang hieu. gid vd anh huong nhom. 
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a) Hieu nang la mot chien luac Jan gian hoa 

Khi ket qua cua tien trinh tieu dung duqc cung co thuan lori. nguoi tieu dung 
su dung cac chien thuat lien quan hieu niing de ra quyet dinh lua chon. Nhung 
chien thuat nay co the the hien danh gia tong the (hoat dong tot nhat) hay tap trung 
vao thuoc tinh hay lgi ich cu the (giat quan ao sach hon. vj ngon hem. dich vu 
nhanh hem). 6 day sir hai long la then chot: nguoi tieu dung hai long co the phat 
trien danh gia thuan lgi ve thuong hieu hay dich vu va mua lai no dua tren cac dSc 
diem nay. 

b) Thoi quen la mot chien luac Jan gian hoa 

Con nguoi hay lam theo thoi quen- lam mot viec gi Jo theo cung each vao 
mqi liic va it suy nghl Mot khi chung ta tim ra dugc each thirc thuan tien de lam 
viec gi do, chung ta co xu huong lap lai ma khong thuc su suy nghl. Chung ta lam 
theo thoi quen nham don gian hoa cuoc song va de kiem soat cong viec hon. Doi 
khi cac quyet dinh mua, sir dung va loai bo cua nguoi tieu dung cung dua tren thoi 
quen. Thoi quen the hien mot trong nhung kieu ra quyet djnh don gian nhat va it no 
luc nhat. dac trung ben: (1) Tim kiem rat it hoac khong tim kiem thong tin va (2) 
Danh gia it hay khong Janh gia cac phuang an. Tuy nhien. thoi quen khong doi 
hoi su ua thich manh me doi voi mot san pham. no chi don gian dan den hanh vi 
mua lap lai va thuong xuyen. Ra quyet dinh theo thoi quen cung giam rui ro vi san 
pham/thuong hieu da dugc sir dung. Thoi quen co hieu ung len nhung san pham gia 
thap. mua thuong xuyen, va khoang each giua 2 lan mua la ngan. 

c) Long trung thanh voi thuong hieu la mot chien luac Jan gian hoa 

Trung thanh voi thuong hieu xay ra khi nguoi tieu dung danh gia mot each 

y thirc rang mot thuong hieu hay dich vu thoa man nhu cau cua hp o mot mire do 
Ion hon nhimg thuong hieu khac va quyet djnh mua lai thuong hieu vi ly do nay. 
Nhu vay. trung thanh voi thuong hieu la mua lai cling thuemg hieu Jo su ua thich 
manh me Jiii voi no. 

Thuc chat, trung thanh voi thuong hieu xuat phat tir su cung co rat thuan lgi vi 
chien thuat lua chon lien quan den hieu nang. Liru y rang mire Jo cam kit \6i thuong 
hieu phan biet long trung thanh voi thoi quen. Thai do cang bin vung thi long trung 
thanh cang manh. Don cir vi du. neu ban mua Colgate va thay ring no lam trtng ring 
va chic rang hon cac thuong hieu khac. ban se mua lai. Neu danh gia nay dugc cung 
co lap lai. ban se phat trien long trung thanh manh me. Nguoi tieu dung cung co the 
trung thanh voi nhieu thuong hieu cung luc (tir 2 thuong hieu tro len). co nghia la cam 
ket voi nhieu thuong hieu ma ho mua lap lai. Vi du, neu ban thich va chi mua Coke va 
Sprite, ban the hien long trung thanh Ja thuemg hieu. 

Long trung thanh voi thuong hieu dan din ra quyit dinh no lire tliap boi 
nguoi tieu dung khong can xir ly thong tin khi ra quyit djnh va don gian la mua 
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cung mot thuomg hieu khi co nhu cau. Tuy nhien, do sir cam kct manh voi thirong 
hieu hay dich vu, ngucri tieu dung trung thanh thuomg hieu co mure do loi cuon 
tuerng doi cao v&i thwong hieu , bat ke muc do loi cuon doi voi loai san pham la 
cao hay thap. Vi vay, mac du kern danh rang dugc xem la mot sun pham co mice dp 
loi cuon thap , ngucri tieu dung trung thanh voi thuomg hieu the hien mice do loi 
cuon cao doi thicong hieu Colgate. 

d) Gia la mot chien hcqc dan gian hoa 

Ngucri tieu dung thuomg su dung chien thuat lien quan den gia nhu mua voi 
gia re nhat, mua thuomg hieu khuyen mai, sir dung phieu thuomg khi nhan thuc 
dugc khac biet giua cac thuomg hieu va khi quan tarn den thuomg hieu. Mot nghien 
cuu chi ra rang 9 trong so 10 ngucri mua hang den ctra hang voi mot so chien luge 
tiet kiem tien. Chien luge nay dugc mo ta trong bang 7.2. Mac du gia ca la mot 
nhan to then chot trong nhieu quyet djnh, ngucri tieu dung noi chung khong nho 
thong tin ve gia, ngay ca doi voi nhumg thuomg hieu da mua, boi thong tin ve gia 
luon co sin, vi vay ngucri tieu dung it co dong co de nho no. 


Bang 7.3: Chien lucre tiet kiem tien cua ngucri tieu clung. 

Kicu ngiroi mua hang 

Mo ta 

% 

Ngirai trung thanh thuc te 

Tim each tiet kiem tren mot so it thuomg hieu 
va san pham duang nhien se mua 

29 

Ngubi mua hang gia thap nhat 

Mua thuang hieu re nhat, quan tarn rat it hoac 
khong quan tarn den thuang hieu 

26 

Ngircri chuyen doi ca hoi 

Su dung phieu thuang hay khuyen mai de 
quyet djnh dua thuang hieu va san pham nao 
vao tap hgp quan tarn 

24 

Ngirai di san mon hcri 

Tim kiem mon hai va khong phai la nguai 
trung thanh 

13 

Ngucri khong co chien luge 

Khong tieu ton thai gian va no luc de dua ra 
chien luge 

8 


e) Anh hicang nhom la mot chien hcqc dan gian hoa 

Doi khi nhumg ca nhan khac co the anh huang den ra quyet djnh xir ly thap ciia 
ngucri tieu dung. Mot sinh vien o tro mua thuomg hieu hot giat Viso vi me co ay hay 
dung; co khi ban mua cho minh mot bo quan ao de chieu long ngucri ban than cung di. 
Nhu vay, chien thuat hca chon dica tren anh hicang nhom la ra quyet dinh xu ly thap dica 
tren y kien ngicai khac. Viec sir dung chien thuat nay co the xuat phat tir (1) Anh hicang 
true tiep. d do nhung ngucri khac co gang tac dong den chung ta, (2) Ouan silt. o do \ iec 
quan sat ngucri khac se dinh huomg cho hanh dong cua chung ta, va (3) Anh hicang gian 
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tiep, o do chung ta quan lam den y kien cua nguoi khac. Chien thuat anh huong nhom la 
kha pho bien voi nhung nguoi khong co kinh nghiem va it kien thuc. 

3.4.2. Ra quyet din It no lire thap dua tren cam xuc 

Chien luge ra quyet dinh no lire thap bao gom cac quyet dinh dua tren cam xuc, 
gom co 3 chien luge: cam xuc, tim kiem suda dang, va mua ngdu himg. 

a) Cam xuc Id mot chien luoc dem gidn hoa 

Doi khi ngucri tieu dung lira chon mot thuong hieu hoac dich \v vi ho thich no 
mac du khong hieu tai sao. Hanh vi nay phu thuoc vao cam xuc rat co ban. 6 mice 
thap. Cam xuc nay khac voi thai do ly tri a cho no khong nhat thiet xuat phat tir nhan 
biet co y thuc ve thoa man nhu cau va thuong yeu hem mot thai do. Cam xuc nay dong 
vai tro quan trong trong tien trinh ra quyet djnh khi san pham hay dich \ii co tinh trai 
nghiem va khi nhung nhan to khac nhu danh gia hieu nang. gia. thoi quen. anh huong 
nhom khong co tac dong. Neu ban mua Colgate vi no dap ung nhu cau cua ban hoic 
ban thuong mua thuong hieu khan giay re nhat, thi cam xuc nay kho co the du phan 
vao quyet dinh cua ban. Tuy nhien, khi nhung nhan to tren khong lham gia vao tinh 
huong ra quyet djnh no luc thap, cam xuc dong vai tro trung tarn. 

Cam xuc cung co the xuat phat tir su quen thuoc voi thuong hieu (thong qua hieu 
ung tiep xuc lap lai). Trong mot nghien cim, nhung nguoi uong bia co sir ua thich mot 
thuong hieu khong the phan biet thuong hieu ua thich voi cac thuong hieu khac (ho 
khong thay ten thuong hieu l67) ). Tuy nhien, khi ho thay thuong hieu bia. ho danh gia vj 
bia cua thuong hieu ua thich cao hon han so voi cac thuong hieu khac. Mot nghien cuu 
khac chi ra rang “mua thuong hieu quen thuoc nhat” la chien thuat lua chpn uu the doi 
voi nhung nguoi mua khong kinh nghiem. Ngay ca khi chat lugng cua hau het cac 
thuong hieu quen thuoc dupe dieu chinh thap hon cac thuong hieu khong quen thuoc, 
nguoi tieu dung van thich cac thuong hieu quen thuoc hon. 

Cam xuc dong vai tro then chot trong xac dinh nhung phan ung tham my voi cac 
tac nhan Marketing, dac biet khi cac dac diem huu hinh la co so du\ nhat cho danh gia. 
Vi du. trong quang cao Trang vang, nguoi tieu dung quan tarn den nhung cong ty co 
quang cao mau sac va nhac den nhung cong t> r co san pham nhieu mau sac. Mot 
nghien cuu tim ra rang 2 khia canh then chot cua thiet ke san pham tao ra nhung phan 
ung cam xuc thuan lpi hem doi voi san pham. Do la tinh thdng nhat , co nghia la cac 
phan huu hinh cua thiet ke dupe ket noi theo each co y nghia, va tinh nguyen mau . co 
nghia la doi tupng co tinh dai dien cho chung loai. 

b) Ra quyet dinh dua tren nhu cau tim kiem sir da dang 

Mot chien thuat lua chpn thong thuong trong tinh hudng no luc thip la thu mot 
thicong hieu'san pham khac. Mot nguoi tieu dung thuong xuyen mua dau goi Clear 
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nhimg mot ngay nao do thich thu sang mot thuong hieu dau goi khac la Pantene. Trong 
Marketing va hanh vi nguoi tieu dung, hien tuong nay goi la tim kiem such clang 

Nguoi tieu dung thuc hien tim kiem sir da dang vi hai ly do chinli: sir chan ngay 
va dan dieu. Nhu cau tim kiem sir da dang khong the hien trong mpi chung loai san 
pham. No xay ra nhieu hon khi sir loi cuon la thap. it co sir khac biet giua cac thuong 
hieu, va san pham co tinh trai nghiem hem la chuc nang. No cung co xu huong xay ra 
khi nguoi tieu dung chan ngay voi mot thuoc tinh giac quan cu the ve mot san pham, 
nhu la mui vj, xuc giac va hinh thuc ben ngoai. Cac nha lam thi truong do do co the 
giam su dm dieu bang each cung cap cac loai san pham da dang. 

Nguoi tieu dung co dong co loai bo sir dem dieu do muc do hoat dong cua ho 
xuong thap hon muc kick ihich loi ini (OSL <68) ) - mol mire kick ihich noi tai ly tuang. 
Viec mua lap lai khien cho muc kich thich noi tai xuong thap hon OSL. va mua mot 
thu gi khac thong le la each de phuc hoi lai muc kich thich noi tai. Luu y rang viec 
mua mot thu gi khac biet chi la mot each tim kiem sir kich thich. Nguoi tieu dung cung 
co the bay to dong co tim kiem khac biet bang each thuc hien .sir khcim plni irai nghiem 
va sir dung sir men me: su kham pha trai nghiem xay ra khi nguoi tieu dung thu thap 
thong tin ve mot san pham, doc, noi chuyen vori nguoi khac, hoac tu dat minh vao niol 
moi truong mua hang. Vi du, nhieu nguoi thich di mua hang dim gian la de nhin ngam 
hoac luot xcm- khong phai de mua. chi la muon gia tang sir kich thich. 
c) Mua ngdu himg 

Mot kieu tien trinh quyet dinh thong thuong co thanh phan cam xuc manh la 
mua ngau hung, xay ra khi ngircri tieu dung hat nga quyet dinh mua mot mon hang 
nao day md khong co ke hoqch trade, dira tren cam xuc mcinlh Viec mua nay dupe dac 
tnmg boi (1) Mot cam xuc sdu sac hay qua manh khien cd nhern phai mua ngay san 
pham do, (2) Khong quan tarn den hqu qua tieu cue cd the xay ra. (3) Cam xuc phan 
pha va hdo hire vd. (4) Man thuan giua kiem sodt ban them vd dam me Trang thai na\ 
thuong bi kich thich boi vice tiep xiic voi cac tac nhan ben ngoai nhu tnmg ba> quay 
hang, catalo. quang cao I V co so dicn thoai. khuxen mai. Nhieu nguoi tieu dung quyet 
djnh mua ngau hung nham duy tri trang thai cam xuc manh o tren. 

Cac nha nghien cuu du doan co khoang 27 den 62 % viec mua cua nguoi tieu 
dung co the xem la mua ngau hung (thay doi theo dja diem mua). Tuy nhien. quan 
trong la phai phan biet dupe viec mua ngau hung va mua theo ke hoach. Xu huong 
thuc hien mua ngau hung bien doi theo ca nhan va tinh huong. Ngoai ra con lien 
quan den nliiing dac diem khac nhu tinh thich luu trir hang hoa va chu nghia thuc 
dung, tim kiem cam giac tieu khien khi mua hang. Nguoi tieu dung se it mua ngau 
hung him neu nhan biet ro chi phi hoac co su ngan can cua nguoi di cung. 

* * * 
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HuiiIi vi nguai tieu dung. 


TOM TATCHITONG7 

Chuong nay xem xet cac giai doan chinh cua tien trinh danh gia va ra quydl 
djnh. Giai doan dau la nhan biet van de, la sy khac biet nhan biet gitxa trang thai ly 
tuong va trang thai thuc tai. Khi co sy khac nhau giira hai trang thai nay . ngubi tieu 
dung co dong co de giai quyet van de bang each thuc hien tien trinh ra quyet dinh. Tiep 
do la tim kiem thong tin. Tim kiem hen irong la nha lai thong tin, kinh nghiem va cam 
xuc tir tri nha. A luc do tim kiem ben trong noi chung tang len khi dong co (sy loi cuon, 
rui ro). kha ndng (kien thuc va kinh nghiem), va co hoi (thieu thai gian va xao lan§) 
ting. Nhung khia canh noi troi hon. co tinh chan doan. song dong va lien yuan den 
muc dich nhieu hon de dang duac nha den. Khi nguai tieu dung can nhieu thong tin 
hon hoac khong chac chan ve nhung thong tin duac nha lai, ho thuc hien tim kiem hen 
ngocii. Hai kieu tim kiem ben ngoai la tim kiem tnroc khi mua (phan ung voi nhan biet 
van de) va tim kiem lien tuc (thuc hien lien tuc bat ke viec nhan biet van de). 

Hai loai danh gia chinh la dir doan xdc sucit va danh gia muc do lot/xdu deu 
duac thuc hien bai nha lai nhung danh gia qua khit tir tri nho, sir dung hinh tuong hoac 
mot diem tua va tien trinh dieu chinh. Nguai tieu dung kho thuc hien danh gia xac suat 
ket hop. lien quan den viec xac djnh each thuc hai thuoc tinh cirng thay doi. 

Nguai tieu dung co the su dung mot hay mot tap hop cac mo hinh ra quyet djnh: 
(1) Mo hinh xic ly tliuoiig liieu bit trie, bao gom mo hinh da thuoc tinh hay ki vong- 
gia tri; (2) Mo hinh xu ly thuoc tinh bit trir. bao gom mo hinh chenh lech cong ; (3) 
Mo Itinh xtr ly tliumig liieu kliong bit trir. bao gom mo hinh kit hop va phim biel ■ v 'fl 
(4) Mo Itinh xir ly thuoc tinh khong bit trir, bao gom cue mo hinh tir dien hoc va mo 
hinh loin htl dieo thuoc tinh . Cac quvet djnh cung co the dira tren nhung cam xuc hay 
tinh cam. su dung cac kieu xir ly chinh the a do cam xuc hay hinh anh dong vai tro 
then chot. Trong nhieu truong hop. nguai tieu dung phai ra quyet dinh khi ho khong 
the so sanh true tiep cac phuong an. Khi dong ca, kha nang va ca hoi - va cu6i citng la 
xu ly- la thap. nguai tieu dung thuang sir dung cac phuong phdp khdrn phd dim gian 
hoac cac nguyen tdc ra quyet dinh dim gian de danh gia. Khi sir dung tinh dqi dien. 
nguai tieu dung danh gia bang each so sanh voi nguyen man chung loai. Khi sir dung 
tinh co sdn. nguai tieu dung danh gia dua tren tinh co sdn cua thong tin. 


* 


★ 
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Hanh vi ngir&i lieu dung . 


CAU HOI ON TAP VA THAO LUAN 

1. Sir khac nhau giua trang thai ly tircmg va trang thai thuc tai anh huong 
den hanh vi ngudi tieu dung nhu the nao? 

2. Nhung nhan to nao anh huong den viec dua thuong hieu vao tap krp yuan 
tam . va tai sao mot cong tv muon dira thuong hieu ciia no vao tap hop quan tain ? 

3. Sir loi cuon. rui ro duoc nhan thuc. chi phi va loi ich duoc nhan thuc. va 
tap krp throng hieu quan tam , tat ca anh huong den dong co cua ngudi tieu dung 
khi thuc hien mot tim kiem ben ngoai nhu the nao? 

4. Khi nao thi ngudi tieu dung thuc hien mot tim kiem ben ngoai theo 
thuong hieu hon la theo thuoc tinh? Tien trinh tim kiem nao ma ngudi lam thi 
tnrdng thich ngudi tieu dung sir dung - va tai sao? 

5. Danh gia khac vdi ra quyet djnh nhu the nao? 

6. Ngudi tieu dung su dung cac mo hinh ra quyet djnh bii tru va khdng bu 
trir nhu the nao? 

7. Cam xuc anh huong den ra quyet dinh theo each nao? 

8. He thong hieu ung cap bac no lire cao giong va khac nhu the nao vdi he 
thong hieu ung no lire thap? 

9. Tai sao chat luong la mot thanh to quan trong trong ra quyet djnh dua tren 

ly tri? 

10. The nao la trung thanh vdi thuong hieu. va vai trd cua no trong ra quyet 
dinh no lire thap la gi? 


•k k 


k 


BAITAP 


1. May lim 20 quang cao tren tap chi. truyen hinh va truyen thanh ma ban 
cho la dang co gang kich hoat su nhan biet nhu cau o ngucri tieu diing. Phan loai 
cac quang cao na\ theo: (1) co gang gay anh huong den trang thai ly tuong va (2) 
co gang tao ra su kliong hai long vdi trang thai thuc tai. Ret noi nidi loai quang cao 
vdi cac nhan to da noi den trong chuong nay gay anh huong den trang thai ly tuong 
va thuc tai. Kieu quang cao nao ban cho la hfru hieu va tai sao? 
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2. Phong van 5 nguoi tieu dung de xac djnh kien thuc cua ho ve mot chung 
loai san pham ma ban cho la dong co, kha nang va co hoi xu l> la cao. Yeu cau 
nguoi tieu dung thao luan ve: 

a. Tat ca cac thuong hieu ma ho quan tarn. 

b. Nhung gi ho biet ve thuong hieu. 

c. Danh gia cua ho ve moi thuong hieu. 

d. Kinh nghiem co truoc lien quan den thuong hieu. 

Sau khi co duoc thong tin nay. hoi nguoi tieu dung ve thuong hieu ho se chon va 
nhung thong tin ho can bict truoc khi quvet dinh. Cuoi cung. phan tich thong tin nay dua 
tren nhung nguyen ly thao luan o chuong nay: nhd lai thuong hieu. thuoc tinh. danh gia 
va kinh nghiem. Ket qua tim thay co mau thuan vcri nhung khai nieni na> khong? Neu 
co. tai sao? Tim kiem ben trong lien quan den tim kiem ben ngoai nhu the nao? 

3. Phong van 5 nguoi tieu dung ve hoat dong tim kiem ben ngoai lien quan 
den mot chung loai san pham hay djch vu ma ban cho rang dong co. kha nang va 
co hoi tim kiem la cao. Hay hoi ho chac chan ve nhung \ an de sau: 

a. Thuong hieu nao ho tim kiem. 

b. Thong tin nao ho tim kiem. 

e. Nguon thong tin nao ho se su dung. 

d. Thoi gian tim kiem la bao lau. 

Phan tich cac cau tra lai dua tren nhung nguyen ly tim kiem ben ngoai da 
thao luan trong chuong nay: muc do, noi dung va nguon tim kiem. Ket qua co mau 
thuan hay ung ho cho cac khai niem nay? 

4. Chon mot loai san pham hay djch vu va cac doi tuong nguoi tieu dung 
trong tinh huong MAO xu ly thong tin la cao. Yeu cau 5 nguoi tieu dung mo ta chi 
tiet \ iec ra quvet djnh cua ho. Truoc tien hoi ho ve cac thmrng hieu quan tarn, sau 
do yeu cau mo ta cac bubc ra quvet dinh. va cuoi cung hoi thuong hieu nao duoc 
chon. Sau khi thu thap cac thong tin nay. tra lai cac cau hoi sau: 

a. So sanh mo ta ve tien trinh ra quyet djnh cua nguoi tieu dung voi nhung 
mo hinh ra quvet djnh hoc trong phan 11? 

b. Tien trinh nay co khac vcri nguoi tieu dung khac nhau? 

c. Tai sao thuong hieu do dupe chon? 

d. Neu tien trinh quvet dinh dupe lua chon boi nhieu nguoi tieu dung, su 
dung cac thong tin nay nhu the nao de phat trien mot chii*n lupc Marketing? 


* 


* 
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Ilun/i W ngiriri tieu dung. 


CHlfONG 8: 

TIEN TRiNH SAU QUYET DjNH 


Tien trinh sau quyet djnh de bi nguai lam thj truong bo qua. Tuy nhien, thuc 
te da chung minh trang thai tarn ly sau khi mua cua khach hang anh huong rat Ion 
den ket qua kinh doanh. va vi the dong vai tro quan trong trong hoach djnh chien 
Iupc Marketing cua doanh nghiep. 

Chuong nay xem xet 4 buoc cua tien trinh sau quyet djnh: 

- Su ban khoan va hoi tiec. 

- Hoc hoi cua nguai tieu dung. 

- Hai long/khong hai long. 

- Loai bo. 

Tat ca deu co nhung ung dung quan trong dot voi nguai lam thj truong. 

I. Slf BAN KHOAN VA HOI TIEC 

Nguai tieu dung khong luon luon tin tuang vao cac quyet djnh mua, tieu 
dung va loai bo cua minh. Ho co the cam thay khong chac chan ve viec lua chon, 
va co the hoi tiec ve quyet djnh. 

1. Su ban khoan 

Sau khi ra quyet djnh lien quan den viec mua, tieu dung hay loai bo. nguai 
tieu dung doi khi cam thay khong chac chan ve quyet djnh cua minh. Su ban 
khoan sau quyet djnh gan nhu xay ra khi co nhieu phuong an hap dan va quyet 
djnh la quan trong. Day la cam giac lo au ve vice lieu quyet Jinh nhu vdy co dung 
khong. 

Su bdn khoan sau quyet djnh co the anh huong den hanh vi nguai tieu dung, 
bdi no tao ra su lo au ma nguai tieu dung muon lam giam di. dac biet khi dong co. 
kha ndng va co hoi (MAO) la cao. Mot each de giam su ban khoan nay la tim kiem 
cac thong tin bo sung tir cac nguon nhu chuyen gia va tap chi. Viec tim kiem co 
tinh chon loc cao va dupe thiet ke sao cho phuong an da lua chon hap dan hon 
nhung phuong an da loai bo, qua do giam di su ban khoan. 

2. Su hoi tiec 

Su hoi tiec sau quyet djnh xay ra khi nguai tieu dung nhdn thuc dupe khoang 
each bat Ipi giua hieu ndng cua phuong an dupe chon va phuong an bj loai. Nhu 
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vay. su hoi tiec la cam gitic ve viec da ra quyet djnh sai. Neu ban \em xet ha chiec 
dien thoai di dong truoc khi mua va chon mot chiec, gia tri ban lai sau do cua chiec 
ban da mua thap hon hai chiec kia, ban hoi tiec va mong muon se co quiet djnh 
dung Ian sau. 

Nghien ciru chi ra rang chung ta cung co the cam thay hoi tiec ngay ca khi 
khong co thong tin ve cac phucmg an khong dupe chon, dac biet neu ban khong the 
dao ngupc dupe quyet djnh cua minh, ma quyet djnh nay lai gay ra ket qua tieu 
cue. hay tao ra sir thay doi khong tot tir trang thai ban dau. Cam giac hoi tiec nay 
cung co the anh huong true tiep den du djnh mua lai. C’ac nha nghien ciru cung 
xern xct trang thai de phong su hoi tiec se anh hucmg den quyet djnh mua, viec so 
sanh gia truoc va sau mua co dan den sir hoi tiec hay khong. Mot nghien ciru chi ra 
rang neu nguoi tieu dung biet duoc cac thong tin sau mua. muon tranh cam giac hoi 
tiec cho mot quyet dinh trong tucrng lai, ho se ngung mua trong mot thbi gian dai. 
Hang san xuat oto hang dau BMW cung cap cho nguoi mua oto mot ban photo cua 
tap chi BMW, voi cac su kien hap dan va nhung thong tin tot ve loai xe nay. 
Nhurng thong tin ho tro lam giam di sir ban khoan, giup nguoi tieu dung hinh thanh 
thai do thuan loi doi voi thuong hieu. 

II. HOC HOI Tir K1NIINGHIEM CUA NGlfOl TIEU DUNG 

Thuc te, khi nghT ve viec hoc hoi, hau het chung ta deu nghT ve kieu hoc hoi 
tir kinh nghiem, vi no duoc kiem soat boi nguoi lam thi truong- nguoi thuc hien 
truyen thong Marketing. Tuy nhien, nhung no luc nay thuong gicri han do truyen 
thong Marketing co do tin cay thap. Nguoi tieu dung cho rang nhung thong diep 
nay co y thuyet phuc ho mua san pham hay dich vu. va do do hoai nghi vt 1 tinh 
(rung thuc cua cac thong diep Marketing. 

Tuy nhien. nhung kinh nghiem xay ra trong suot qua trinh mua \a loai bo co 
the la nhung nguon quan trong nhu nhau cua kien thirc nguiri tieu dung vi nhi&i 
nguyen nhan. Thu nhdt , nguoi tieu dung thuong bj thuc day de hoc hoi trong nhung 
tinh huong nay. Trai nghiem thuc te thi hap dan hon la duoc nghe ke. va nguoi tieu 
dung de kiem soat hon nhung gi xay ra. Thu hai , nhung thong tin co duoc tir kinh 
nghiem la song dong hon. do do de nhd hem nhung kieu thong tin khac. Cuoi cung, 
nhirng thong tin \e cac thuoc tinh trai nghiem nhu miii vi. xuc giac. anh huong 
manh me len hanh vi img xu tuong lai cua nguiri tieu dung him la tu quang cao 
hoac truy en mieng. Mat khac. tiep xuc lap lai voi quang cao co the gan gibng voi 
hieu ung kinh nghiem true tiep khi cung cap cac thong tin thuoc tinh nhu gia hoac 
tinh nang. Neu mot quang cao dupe lap lai. no co the tao ra nii-m tin manh ve 
nhirng dac diem nay. 
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!• Mo hinh hoc hoi tir kinh nghiem cua ngiroi tieu dung 

Nguoi tieu dung co th£ hoc hoi tir kinh nghiem bang each thuc hien mot tien 
trinh kii’m dinh gia thuyet. Day chinh la kiem dinh mong dot thong qua kinh 
nghiem. Trcn co so kinh nghiem qua khu hay cac nguon khac nhu quang cao hay 
tniyen mieng, nguoi tieu dung co the thiet lap gia thuyet hay mong doi ve mot san 
pham hay djeh vu, mot kinh nghiem tieu dung, hay mot phuong an loai bo va sau 
do bat dau kiem dinh no. Nhung gia thuyet nhu vay la quan trong, boi neu khong 
co thi nguoi tieu dung kho thu thap duoc bang chung can cho hoc hoi. Cac nha 
nghien cuu cho rang nguoi tieu dung trai qua 4 giai doan kiem djnh gia thuyet cho 
hoc hoi: (1) Phdt trien gia thuyet (Thiel lap mong dpi ve san pham hay dich vu). (3) 
Tiep xuc vdi cac hung chung, (3) MS hoa hang chung (Trai nghiem thuc le san 
pham hay dich vu), va (4) Tich hpp being chung va niem tin co trirac (Hinh 8.1). 

Tien trinh hoc hoi nay co the xay ra doi voi bat ki khia canh nao cua hanh vi 
tieu dung. Noi each khac, nguoi tieu dung co the thiet lap gia thuyet trong moi 
quan he voi viec mua (san phlm/djch vu nay se dap urng nhu cau cua toi. mua tai 
sieu thi se rat thu vj), tieu dung (ngoi trong buong tarn xong hoi rat de chiu. nghc 
nhac rat vui tai), hay loai bo (vut chiec dien thoai hong). Hoc hoi tu kinh nghiem 
cung quan trong khi nguoi tieu dung sir dung mot tac nhan mua - nhu mot ca nhan 
hay mot chuong trinh may tinh, giup nguoi tieu dung ra quyet djnh. Nhung tac 
nhan nay hoat dong bang each sir dung cac phan hoi tir cac kiem djnh gia thuyet lap 
lai, de biet nhung gi nguoi tieu dung ua thich nhat. 

2. Nhung nhan to anh hirong den hoc hoi tir kinh nghiem 

Co 4 nhan to anh huemg den hoc hoi tir kinh nghiem: (I) Dong ca, (2) Sir 
quen thuoc co trude hay khd nang, (3) Su khong ro rang cua moi truang thong tin 
hay thieu ca hoi, vd (4) Sai lech xu ly. 

2.1. Dong ca 

Khi nguoi tieu dung co dong co xu ly thong tin cao. ho se phat trien mot so 
gia thuyet va tim kiem thong tin de khang djnh hay loai bo chung, chu dong thuc 
hien tien trinh hoc hoi tir kinh nghiem. Nhung khi dong co thap. nguoi tieu dung 
se phat trien it, hoac khong phat trien gia thuyet va it hoc hoi hon. ngoai trir tien 
trinh hoc hoi lien quan den phan xa co dieu kien, hoac co dieu kien hieu luc don 
gian (xem chuong 3. 5 va 6).Tuy nhien, nhumg nguoi lam thi truimg van co the 
tao dieu kien cho tien trinh hoc hoi khi dong co thap. phan sau cua chuong se noi 
ve dieu nay. 
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Quen 
thupc vdi 
linh v^c 


Dpng ca 
hpc hoi 




Niem 


Ph*t 


Tiep xuc 


Ma h6a 


Tich hup bang 


Xem l?j 

tin co 

—► 

trien gia 

-► 

bang 

-► 

bang 

> 

chung vi niem tin 

-► 

niem tin 

trudc 


thuyet 


chung 


chung 


co trudc 




m 

Moi trucmg 
thong tin 
khong rd 
rang 


Hinli 8.1: Mo hinh hoc lioi lir kin It nghiem. 

Ngudi tieu dung co the thu thap nhieu thong tin ve san pham va djch vu bang 
su trai nghiem thuc te. Tien trinh hoc hoi nay bat dau vdi nhiimg niem tin co trudc 
(vi du “ Do dien tur cua Nhat rat tot”). Dua tren viec xem xet mot dau dla DVD cita 
Nhat, nguai tieu dung co the phat trien cac gia thuyet (“Toi chac chan la no rat 
tot”), liep xiic vai bang chimg (mua dau dla va dung thu), ma hoa bang chimg 
(danh gia tot hay khong), va tich hap bang chimg nay vai nhimg niem tin co trudc 
(gan lien nhung danh gia hien tai vai nhumg nhan thuc qua khu). Neu dau dla xem 
khong tot. nguai tieu dung se xem lai niem tin (“khong phai tat ca do dien tu cua 
Nhat deu tot”). Toan bo tien trinh nay bj anh huomg bai su quen thuoc vai ngudi 
tieu dung, dong ca xir ly va su khong ro rang cua thong tin. 

2.2. Kien tliirc co trudc (klia nang) 

Do la kien thuc co truac cua ngudi tieu dung anh hudng den muc do hoc hoi 
tu kinh nghiem. Khi kien thuc la cao. ngudri tieu dung co nhumg niem tin va mong 
dai ro rang nen khong phat trien cac gia thuyet mdi. Cung vay. ngudi tieu dung 
chuyen gia it tim kiem thong tin hem la ngudi co kien thuc trung binh. Ngudi tieu 
dung kien thuc thap thieu ki nang phat trien gia thuyet de dinh hudng tien trinh hoc 
hoi. Khong co cac gia thuyet dinh hudng, ngudi tieu dung gap kho khan khi thu 
thap bang chung va hpc hoi. Vi vay. nhung ngudi tieu dung co kidn thuc trung binh 
phat trien gia thuyet va hpc hoi tu kinh nghiem nhieu han. Dang chu y la ngudi tieu 
dung chuyen gia co lai the trong hpc hoi thong tin tu san pham va djch vu mdi. nhd 
vao ca sd kien thuc ma rong han. 
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2.3. Sir khong rd rang ciia moi trir&ng tliong tin Itay thieu car hoi 

Mot so tinh huong khong dem lai ca hoi de nguoi tieu dung hoc hoi tu kinh 
nghiem, co nghia la ngucri tieu dung khong du thong tin de khang dinh hay loai bo 
gia thuyet. Su khong ro rang cua thong tin dan den kho phan biet giura cac phuorng 
an. Dieu nay con anh huong manh me den kha nang hoc hoi cua ngucri tieu dung tir 
kinh nghiem. Khi nguoi tieu dung gap kho khan trong viec xac dinh chat luong san 
pham (doi voi nhung san pham nhu ruou hoac dau nhot xe may), ho can ho tro gia 
thuyet bang nhimg thong tin lien quan den quang cao hoac truycn mieng. 

M3t khac. khi bang chimg ro rang va san pham la tot hay xau. nguoi tieu 
dung can cu tren kinh nghiem de nhan thuc va hoc hoi duoc rat nhicu. Nhung 
thong tin ro rang thuong duoc nho lai tot hon va anh huong manh hon den cac 
quyet dinh tuong lai. Khi bang chung khong ro rang, danh gia boi nhung nguoi tieu 
dung chuyen gia va nhung nguoi tieu dung it am hieu bj anh huong manh boi ki 
vong ve nuoc xuat xu (vi du, kien thuc ve mot san pham duoc san xuat tai Nhat), 
nhung khi bang chimg la ro rang, nhung nguoi tieu dung chuyen gia bo qua cac 
thong tin nay va thuc hien danh gia dua tren chat luong thuc te. 

2.4. Sai lech xirly 

Co hai nhan to dan den sai lech trong xu ly thong tin: khuynh huong khang 
djnh va sir tin tuong qua mure, co the gay ra chuong ngai trong ticn trinh hoc hoi, 
cu the la khi bang chung khong ro rang. Nhung sai lech nay ngan can vice hoc hoi 
khien nguoi tieu dung ne tranh nhung thong tin tieu cue, co tinh chan doan cao. Vi 
du, ngucri tieu dung tin rang tat ca nhimg san pham cua Nhat la chat luong tot. dan 
den viec bo qua nhung bang chung trai nguoc va hoc them thong tin moi ve cac san 
pham nay. Cac thong tin tieu cue la quan trong trong ticn trinh hoc hoi, do no cung 
cap mot buc tranh can bang hon ve cac tinh huong va cho phep chung ta kiem dinh 
cac gia thuyet chinh xac hon. Vice co duoc bang chung loai bo anh huong manh va 
nhanh chong den viec hoc hoi cua nguoi tieu dung. 

Cac cliien liro'c cap hang cao: Nhung gioi han ve hoc hoi la lai the doi voi 
cac thuong hieu co thi phan 1dm, vi ngucri tieu dung se dom gian khang dinh nhung 
niem tin va ki vong da co, the hien sir tin tirang qua muc, cu the la khi dong co 
thap. Vi vay nguoi tieu dung it biet ve thong tin moi de co the dan den sir chuyen 
doi thuong hieu. 

Tuy nhien, khi dong co hoc hoi la cao. nguoi tieu dung se co gang thu thap 
thong tin co tinh bac bo va co the chuyen doi thuong hieu. Nguoi lam thi trirong co 
the su dung 3 chien luge trong loai tinh huong nay. Thu nhat , cung co bang each 
chi ra nhimg tuyen bo cu the dieu chinh danh gia cua nguoi tieu dung ve thuong 
hieu. Thu hai. khuyen kliich nguoi tieu dung khong thu thap cac thong tin moi. goi 
la ngan can sir tiep xuc vdi bang chung. Cuoi cimg . neu bang chung ve thuemg hieu 
co thj phan lorn la ro rang, nguoi tieu dung can cung co viec tai sao thuong hieu 
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dem lai sir hai long, goi la giai thich kinh nghiem - va cin dupe khuyen khich di 
ihu no. 

Cac chien hroc cap liang thap: Khong giong nhu cac thuemg hieu co thj 
phan Ion, thuong hieu co thi phan nho phai khuyen khich nguoi tieu dung tiep thu 
kien thurc ve no, de co thong tin moi, tir do dan den chuyen doi thuong hieu. Vi 
vay, mot thuong hieu co thj phan nho dupe Ipi tir viec khuyen khich nguoi tieu 
dung hoc hoi. Khi nguoi tieu dung khong co dong co, thuong hieu co thj phan nho 
phai doi mat voi kho khan nhieu hon. Ho phai thuc day viec hoc hoi bang each 
giam chi phi hay riii ro nhan thuc. 

III. SV HAI LONG/KHONG HAI LONG CUA NGUttl TIEU DUNG 
SAU QUYET D1NII 

1. Khai niem su hai long/khong hai long cua nguoi tieu dimg 

Sau khi nguoi tieu dung ra quyet dinh ve mua, tieu dung hay loai bo, ho co 
the danh gia ket qua cua cac quyet djnh. Neu danh gia la thuan Ipi - co nghta la n6u 
nhu cau hay muc dich cua ho dupe dap img - ho cam thay hai long. Su hai long co 
the gdn lien voi cam giac tin tudng, hanh phuc, khuay khoa. hao hue va sung 
suong. Sir hai long la tinh cam xay ra khi ngucri lieu dung danh gia thuan lai hay 
cam ihay hai long voi mol quyet dinh. 

Khi nguoi tieu dung co danh gia tieu cue ve mot ket qua, ho cam thay khong 
hai long. Su khong hai long xay ra neu ban khong thich mot bo phim. khong thich 
nguoi ban hang va mong muon nem di mot do vat nao do. Su khong hai long lien 
quan den cam giac chju dung, dau kho, buon, hoi tiec. lo au, gian du. Sir kliong hai 
long xay ra khi nguoi lieu dimg co danh gia khong thuim loi hay khong hai long 
voi mot quyet dinh 

I lau het cac nghien ciru ve hai long/khong hai long deu tap trung vao nhumg 
san pham va djeh vu ma nguoi tieu dung co the danh gia ve cac tieu thuc chuc nang 
(tot hay xau). va cac tieu thuc trai nghiem (hanh phuc, vui ve. hao hire, buon, hoi 
tiec, gian dur). Nguoi tieu dung so sanh giua nhung gi ho nghi se xa\ ra \a k<h qua 
thuc te. 

Danh gia va tinh cam cua nguoi tieu dimg noi chung la nhit thcri va co th£ 
thay doi theo thcri gian. Viec chung ta hai long bay gio khong co nghla la chung ta 
se hai long trong tuong lai. Nhung danh gia thuong gin liin voi tinh huong lieu 
dimg ctt the - chung ta hai long hay khong voi nhung san pham dang su dung. Chu 
y rang danh gia sau quyet djnh co the khac voi danh gia truoc quiet djnh. do sau 
khi su dung san pham. nguoi tieu dimg co the danh gia nhumg thuoc tinh khac nhau 
va nhumg nguong loai bo khac so voi truoc do. Vi du, ban co thi khong thich loai 
dau goi moi sau khi dimg thu. 

Mire do hai long thay doi theo su loi cu6n va thcri gian. Cu the. nguoi tieu 
dimg co su loi cuon eao thuong the hien mire do hai long cao hon ngay sau khi 
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mua, co le la do danh gia mo rong hom. Tuy nhien, sir hai long cua ho giam thco 
thdi gian. Mat khac, nguoi tieu dung co sir loi cuon thap hom the hien muc do hai 
long ban dau thap hom, nhirng muc do nay co the gia tang ciing voi vice sir dung 
nhieu hom theo thai gian. 

Sir hai long cua ngirai tieu dung thict lap nen tang cho bat ki hoat dong kinh 
doanh thanh cong nao. Sir hai long cua nguoi tieu dung co the dan den mua lai. 
long trung thanh vai thuomg hieu va truyen mieng thuan lai. 

Theo doi sir hai long khdeh hang: Nhieu cong ty hien nay chu dong theo doi 
su hai long khach hang thong qua cac khao sat thj trirdmg. Khi thirc hien nghien 
cun khach hang, nguoi lam thj truomg khong chi do luong sir hai long, ma con can 
quan tarn den mong muon va ki vong cua khach hang. Tuy nhien, nguoi lam thi 
truomg nen luu y r&ng khi nguoi tieu dung mong muon danh gia mot san pham hay 
djeh vu, ho co xu huomg chu y nhieu hom den nhung khia canh tieu cue trong tieu 
dung, va do do dua ra danh gia ve su hai long va chat lupmg kern thuan lpi him - 
trir khi luc dau ho co mong muon thap. 

Chi phi cua sir khong hai long: Su khong hai long co the dan den mot tap hop 
cac ket qua tieu cue, bao gom truyen mieng tieu cue, khieu nai va giam mua dan 
den lpi nhuan thap hom. Mot nghien cuu ve ngiroi tieu dung Chau Au cho rang phai 
co dupe 12 trai nghiem thuan lpi moi bu dap dupe mot trai nghiem bat lpi. va chi 
phi thu hut mot khach hang moi dat gap 5 lan chi phi luu giu mot khach hang cu. 
Dieu chinh cac van de khong hai long co the cai thien su hai long cua khach hang 
va hieu nang cua cong ty. Nhung tuyen truyen bat lpi va khieu nai cua khach hang 
se lam anh huong den danh tieng cua cong ty. 

2. Mo hinh chcnh lech 

Khai niem trung tarn trong nghien cuu sir hai long/khong hai long la su chcnh 
lech (Hinh 8.2). Su chenh lech xay ra khi co sir khac nhau, duang hay dm giTra 
mong dai co fnrcrc va hieu ndng thirc te cua san pham. 

Trong truimg hop nay, sir mong dpi la ket qua mong muon ve hoat dong cua 
mot san pham dich vu v a bao gom “Nhung niem tin co truoc ve hieu nang tong the. 
hay muc dp hay thuoc tinh cua mot san pham/dich vu’\ Hieu ndng Id viec do hrmig 
mot san pham dich vu thirc te cd thoa man nhu edit cua ngirdi tieu ditng hay khong. 
Vi du. ban co the mong dpi mot chiec xe 6 to Nhat la co do tin cay va tiet kiem 
xang. nhirng mong dpi nav dua tren quang cao. kinh nghiem vai san pham hoac cac 
san pham tuimg tu. kinh nghiem cua nguoi tieu dung tharn khao. 

2.1 . Sir liai long dua tren mong dai 

Do luemg hieu nang cho biet ket qua hoat dong cua san pham va dich vu 
tren goc do thoa man nhu cau nguoi tieu dung. Hieu nang co the la khach quan - 
can cu tren hieu ndng thirc te . khong thay doi theo nguoi tieu dung hoac chu 
quan - dua tren tinh cam ca nhan, thay doi thco nguoi tieu dung. Hieu nang 
khach quan cua mot chiec xe mo ta viec no van hanh nhu the nao. luong xang tieu 
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hao. nhu cau sua chua. trai lai hieu nang chu quan la \iec danh gia ve kieu dang 
thdi trang cua no, nghia la "cam thay no dep nhu the nao*\ Nghien cuu cho rang 
chenh lech thudmg dira tren hieu nang chu quan horn la khach quan. Hieu nang tot 
hom mong dgi dan den chenh lech duang va dan den hdi long . neu hieu nang bang 
mong dgi. mot khdng dinh don gian xay ra, va dieu kien nay cung se dan den su 
hdi long. Ngugc lai, neu hieu nang thap hom mong dgi, ket qua la chenh l<>ch dm 
va su khdng hdi long. 

Danh gia ve dich vu cua nguai tieu dung cung de bi chenh lech. 0 day, nguoi 
tieu dung co nhung mong dgi lien quan den hieu nang gia va dich vu. nhimg thuoc 
tinh vo hinh cua phucmg tien vat chat va con nguoi (bao gom nhung dac tinh nhu 
do tin cay. su dap img. bao hanh). Wal-mart dang tim each dap ung nhieu hem 
mong dgi cua khach hang bang each day nhanh qua trinh thanh toan su dung cong 
nghe moi. 

2.2. Nhimg anh liir&ng klidc len sir lidi long 

Hinh 8.2 chi ra rang hieu nang, su mong dgi, tinh cam co the anh hubmg den 
su hai long, doc lap veri su chenh lech. De hieu ro ly do xay ra su hai long hay 
khong hai long, chung ta phai xem xet tat ca cac tieu thuc mot each dong thcri va 
tach biet. Mot san pham hoat dong tot se co anh huong thuan lgi den su hai long, 
doc lap voi mong dgi. Dieu nay dac biet dung trong truong hgp hang hoa lau ben, 
co rui ro va su loi cuon la cao hom. Vi vay, mot nguoi tieu dung khong co bat ki 
mong dgi nao ve mot may tinh moi co the ngac nhien khi thay nhung gi chiec may 
tinh dem lai. Cung vay. hieu nang kern cua mot san pham hay djeh vu co the dan 
den su khong hai long. Neu ban mua mot dau dla DVD moi va no chav khong tot, 
ban co the khong hai long ngay ca khi khong co mong dgi gi truoc do. 



Hinh 8.2: Md hinh clienlt lecli. 
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Nhung mong dgi thuan Igi v£ hieu nang san pham/dich vu thirc te co the gia 
ting kha nang hai long nhd vao tien trinh nhan thuc chon loc, qua do ngudi tieu 
dung thudng thay nhung gi ho muon. Vao khoang nhung nam 80, 7 trong so 10 
ngudi tieu dung tham gia vao mot thu nghiem khong cho thay ten thircmg hieu. ho 
thich vj cua New Coke (giong vdi Pepsi) hon la cong thuc cu cua Coke. Tuy nhien. 
nhumg mong dgi co the dan nhieu ngudi tieu dung den viec tin rang ho thich Coke 
cu hon, va ho tu choi chap nhan san pham mdi. 

Hon nua. nhirng tinh cam sau quyet dinh thuan lgi va bat lgi co the giup 
giai thich nhirng danh gia hai long hay khong hai long, khac vdi sir chenh lech. 
7 mh cam sau quyet dinh la nhirng cam xuc tich cue hoac tieu cue trai nghiem 
trong khi su dung san pham hoac djeh vu. Neu ngudi tieu dimg cam thay tot (hay 
xiu) trong khi sir dung san pham hay djeh vu, ho co xu hudng hai long horn (hay 
khong hai long), doc lap vdi nhirng mong dgi va danh gia hieu nang cua ho. Ngudi 
tieu dung vui ve thudng hai long hon, tiep theo la nhirng ngudi trai nghiem su bat 
ngd thu vj. Sir khong hai long thudng xay ra d nhirng ngudi ludn gian dir. lo lang. 
theo sau la nhirng ngudi trai nghiem su bat ngd khong thu vj. Cuoi ciing. tarn trang 
cua ngudi tieu dung co the lam sai lech nhirng danh gia sau quyet djnh. dac biet khi 
trai nghiem tieu dimg gan lien vdi cam xuc. Vi du, ban co the thich mot dia nhac 
mdi khi ban dang d trong tarn trang vui ve. 

Luu y rang mo hinh chenh lech giong vdi tien trinh hgc hoi dugc mo ta trude 
day. Sir khac nhau giua hai long va khong hai long dua tren danh gia va tinh cam 
chinh thirc, trai lai tien trinh hoc hoi khong dua tren nhirng yeu to nay. Tuy nhien. 
sir hai long va khong hai long co the van la mot yeu to quan trong cua tien trinh hoc 
hoi, bdi no cung cap thong tin cho ngudi tieu dimg. Cuoi ciing, sir hai long cua 
ngudi tieu dimg vdi san pham can dugc gan lien vdi giao djeh cu the. Sir hai long 
cung co the bj anh hudng bdi nhom (cac thanh vien gia dinh) va gan lien vdi cuoc 
song cua chinh ho. 

3. Thuyet qui ket 

Mot ly thu\et khac huu ich trong viec xac dinh each thirc va thdi diem xa\ ra su 
khong hai long la Thuyet qui kct. Thuyet nay dugc phat trien Kn cac nha tarn l\ hgc 
xa hoi de giai thich each thirc ca nhan tim kiem nhirng giai thich has ngmen nhan cho 
cac sir kien hoac hanh \ i cua ho. Trong boi canh Marketing, khi mot san pham ha\ 
djeh vu khong dap img nhu cau. ngudi tieu dung se co gang tim lai giai thich. Theo 
thuyet qui ket. co 3 nlran to then chot anh hudng den ban chat cua giai thich: 

- Sir on djnh: Nguyen nhan co tinh tarn thdi hay thudng xuyen? 

- Sir tap trung : Van de lien quan den ngudi tieu dimg hay ngudi lam thi trudng? 

- Tinh co the kiem soar. Su kien xay ra trong tarn kiem soat cua ngudi tieu 
dung hay ngudi lam thi trudng? 


7.hAnhvintdung<a 
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Khach hang co xu huang khong hai long nhieu han neu nguycn nhan dugc 
nhan thirc co ti'nh thuang xuyen, gan lien vai nguai lam thi trudmg va khong 
kiem soat dugc bai khach hang. Gia sir ban thay mot vet xuac tren khung xe 
may mai cua ban. Neu ban nhan thirc no chi la mot su kien nhat thai. ngoai tam 
kiem soat cua nguai lam thi truerng (co the va cham vao dau do khi ban dang lai 
xe), hay la loi cua ban. ban co le se khong bat binh. Trai lai. neu ban phat hien 
nhieu nguai tieu dung gap phai van de tuang Ur - do la. xay ra thuang xuyen. 
lien quan den nguai lam thj truang, va trong tarn kiem soat cua cong ty- co the 
ban se khong hai long. 

Thuyet qui ket cung tim thay su ung ho trong nghien ciru ve dich vu. Theo 
mot nghien ciru, nguai tieu dung khong hai long voi mot cong ty lur hanh neu van 
de la thuang xuyen va trong tarn kiem soat cua cong ty. Hon nua. trong nghien ciru 
ve hanh khach bj tre may bay. su qui ket dugc tim thay giai thich cho mong muon 
khieu nai hoac bay lai vao lan den. Neu nguai tieu dung nhan thay sir chain tre la 
thuang xuyen va trong tam kiem soat cua hang hang khong, ho se than phien nhieu 
han va co the se khong quay lai voi hang nay. 

4. Thuyet cong bang 

Thuyet cong bang la mot phuang phap khac phat trien bai cac nha tam ly, 
hiru ich trong viec hieu su hai long hay khong hai long cua nguai tieu dung. Thuyet 
nay tap trung vao sir cong hang ve trao doi giua ede cd nhan, giiip hieu sir hai long 
vu khong hai long cua ngmri tieu diing. Trong Marketing, no dugc ung dung de 
xem xet sir trao doi giua mot nguai mua va mot nguai ban (hay mot to chirc bao 
quat han). 

Theo thuyet cong bang, nguai tieu dung thiet lap sir nhan thirc ve dau vao va 
dau ra cua ho thanh mot trao doi cu the. Sau do ho so sanh nhung nhan thirc nay 
vai nhung nhan thirc cua nguai ban. hay cong ty. Vi du. khi mua mot gian am 
thanh, dau vao cua nguai tieu dung co the bao gom tim kiem thong tin. no luc ra 
quyet dinh. su lo lang tam ly va tien. Dau ra la mot he thong am thanh dem lai su 
hai long. Dau vao cua nguai ban co the bao gom mot san pham chat lugng. no luc 
ban. va mot ke hoach tai trg: mot khoan Igi nhuan hgp ly co the tao nen dau ra. 

Nguai mua phai nhan thirc dugc sir cong bang trong trao doi. Vi vay. mot 
nguai mua gian am thanh thay dugc sir trao doi la cong bang, khi ho dat dugc 
mong muon a mire gia \Tra phai. Neu nguai tieu dung nhan thirc co su khong cong 
bang trong trao doi - \ i du. nguai ban khong quan tam day du den nguai mua hoac 
vice mua ban khong cong bang - ho se khong hai long. Tu\ nhien. nhan thirc su 
cong bang co xu huang tap trung vao ban than - do la huang den ket qua cua nguai 
mua va dau \ ao cua nguai ban. han la dau \ ao cua nguai mua va ket qua cua nguai 
ban. Ho se nhan thirc sir trao doi cong bang him khi co ki vong cao \e mire do sii 
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dung dich vu ban ddu, hay khi hieu nang djch vu vugt qua mong dpi cua ho. Va khi 
nhan thuc su trao doi gia/su dung cong bang han, ho se hai long hon. 

Cac nguyen ly cua thuyet cong bang bo sung cho mo hinh chenh lech, 6 do 
thuyet cong bang chi ra su khong hai long theo each khac. Trai vai mo hinh chenh 
lech tap trung vao su ki vong va hieu nang, thuyet cong bang lien quan den nhung 
tieu chuan tuomg tac ca nhan chung hem, chi phoi dung sai va xem xet ket qua lien 
quan den nguai ban va nguai mua, chu khong chi gan lien vai nguai mua. 

5. Phan ung cua su- khong hai long 

Nguoi lam thi truang phai hieu ban chat cua cac phan ting tieu cue tir nguai 
tieu dung khi khong hai long. Cu the, nhung nguai tieu dung khong hai long co 
the quyet djnh (1) Khong lam gi ca, (2) Khong Hep luc mua san phdm hay dich 
vu, (3) Khieu nai voi cong ty hay voi ben ihu ha va Ira Iqi hang hay (4) Truven 
mieng lieu cue. Cu the. hai hoat dong sau cung dugc nguoi lam thj truang quan 
tam nhieu nhat. 

5.1. Khieu nai 

Phan Ion nguai tieu dimg khong hai long da khong khieu nai. Tuy nhien. mot 
so it nguai tieu dung khieu nai co the chi ra cac van de Marketing dang chu y. Khi 
nguai tieu dung khieu nai, ho co the bay to su khong hai long den nguoi san xuat. 
cua hang ban le, cac ca quan chuc nang hay truyen thong.Viec khieu nai co the lien 
quan den hang loat van de, nhu san pham hay dich vu, cua hang ban le hay nguoi 
ban. Khi mot to bao yeu cau doc gia chi ra nhung khieu nai hang dau cua ho ve cac 
cua hang thuc pham, ho nhanh chong nhan dugc hon 300 phan nan (Bang 8.1). Vi 
vay, nguoi lam thj truang can tap trung vao viec khi ndo xay ra khieu nai va nhung 
kicu nguoi khieu nai. 


Bang 8.1: Mudi khieu nai hang dau doi vtri ede cua Itdng (hire pham. 

1. Khong co gia niem yet 

6. Lam dung xep hang danh cho iru tien 

2. May dpc gia khong chinh xac 

7. Ke hang qua cao 

3. Thai gian thanh toan lau 

8. Nhan vien kern niem no 

4. Thay doi dja diem cac mon hang 

9. Bat can khi bo hang vao tui 

5.Het hang 

10. Am nhac 'thong bao on ao 


5.1.1. Tlwi diem xdy ra khieu nai 

Khieu nai xay ra nhieu hon khi MAO cao. Khieu nai cung nhieu hon khi su 
hai long va tinh nghiem trong cua van de Ian han. Theo thuyet cong bang, su trao 
doi khong cong bang Ion han se dan den dong co hanh dong cao lum. Vi vay. chi 
rieng tinh nghiem trong cua van de khong giai thich cho hanh vi khieu nai. Cu the. 
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nguai tieu dung it hanh dong hom neu ho nhan thirc vice khieu nai sc khien ho mat 
thoi gian va cong sire, co hoi dem lai loi ich thap. va sail pham hay djeh vu la 
khong quan trong. Sir qui ket cho cong ty cang nhieu thi dong co \a kha nang xay 
ra khieu nai cang Ion. Vi vav. khieu nai cang de xay ra khi nguai tieu dung cam 
thay van de lien quan den nguyen nhan thuemg xuyen, do ngudi lam thi truimg gay 
ra. Ngudi tieu dung hung hang va tir tin co xu hirong khieu nai nhieu him nhung 
ngirai khac, ngudi tieu dung co kinh nghiem hay kien thuc nhieu him cung se thuc 
hien boat dong nay nhieu han. Dang chu y la ngirai tieu dung khieu nai nhieu hon 
khi ho co thoi gian va tiep can dirge cac kenh Iruyen thong chtnh thirc. Thieu co 
hoi \a kicn thirc ve khieu nai la van de Ian a nhieu nude dang phut trien hien nay. 

Cac nghien ciru khac cung xem xet anh hiremg cua cac nhan to nhan khau hoc 
va xa hoi-kinh te dC'n hanh vi khieu nai. Tuy ket qua la khong thong nhat. nlnrng 
cung hinh thanh mot so xu lurimg sau: Nguai khieu nai tre him. thu nhap cao lion 
va it trung thanh voi thirimg hieu him. Cac nghien tint cung tim thay hanh vi khieu 
nai thay doi theo nhom chung toe. Vi du, nguai tieu dung My dugc xem nhu la 
khieu nai nhieu nhat so voi cac quoc gia khac. nguai tieu dung Chau A it khieu nai 
hom ngirai tieu dung phuemg lay. day co the do anh huimg cua cac gia tri van hoa. 

5.1.2. Kieii ngictri kltieu nai 

Cuoi cung, cac nghien ciru chi ra rang co cac kieu nguai khieu nai khac nhau. 
Ngirai ihu dong la it khieu nai nhat. Ngirai lining than co xu huimg khieu nai true 
tiep den nguai ban le hay cung cap djeh vu. Nguai gian die la nhung nguai hay noi 
gian va co truyen mieng tieu cue nhat. dong thai ngung mua. khieu nai den nha 
cung cap chu khong khieu nai den ben thu ba nhu cac ca quan truyen thong hay 
chinh phu. Nguai hoot dong xii hoi thuc hien tat ca cac kieu khieu nai. Can luu y la 
su lang nghe khach hang noi gian se thuc sir cai thien dugc boat dong kinh doanh 
cua cong ty. 

5.2. Phan ling bang truyen mieng tieu arc 

Khi nguai tieu dung khong hai long \oi mot san pham hay J;ch ui. ho 
thirimg noi lai veri nguiri khac de lam diu cim gian. \a tac dong den nguai khac de 
nguai do khong mua san pham hay kinh doanh voi cong ty. Truyen mieng tieu cue 
xay ra nhieu him khi van de tra non tram trong. nguai tieu dung khong hai long voi 
sir dap img cua cong ty va thay cong ty co sai sot. Truyen mieng tieu are Id hdnh 
dong i/mi do mot ngirdi tieu diing noi nlnrng dieu hot loi ve mot son nhom Inn dich 
vu cuo mot cong ty voi nlnrng ngirdi tieu diing khde. 

Truyen mieng tieu cue that sir la \an de. bai no co tinh thuyC'l phuc cao va rat 
that, nguai tieu diing thuemg coi trong no khi ra quyet djnh. I ruyen mieng tieu cue 
cim nguy hai hom khieu nai. bai nguai tieu dung truyen thong dim nhung nguiri 
khac khien ho co the se khong tiep tuc mua (hay khong bao gi<r mua Li i hoac kinh 
doanh \ oi cong ty. 
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6. Sir hai long va giu* khach 

Mac du lam hai long khach hang la mot muc dich rat quan trong doi voi bat 
ki cong ty nao, mot so cong ty cho rang lam hai long khong thoi clnra du de giu 
chan khach hang trung thanh. Mot nghicn ciru chi ra rang 65% den 85% khach 
hang roi bo thuomg hieu canh tranh noi rang ho da timg hai long hoac rat hai long 
voi san pham hay dich vu ma ho roi bo. Cac nghien cun khac tim ra moi tuong 
quan thap gifra sir hai long va mua lai. Vi vay, khach hang co the phai "cue ki hai 
long" hoac can mot ly do manh hon de a lai voi thuomg hieu hay cong ty. Hon 
nira, long trung thanh phu thuoc vao viec san pham co tinh iru viet so voi canh 
tranh hay khong, ngudri tieu dung thay dirge tinh iru viet cua no va yeu thich no. san 
pham co the dugc khac ghi trong tri nho cua nhieu ngudri tieu dimg. va cong ty 
hanh dong de duy tri dieu do. 

Muc dich then chot doi voi bat ki ngiroi lam thj trirong nao la gifr chan 
khach hang, do la hout dong luu giu khach hang hang each xdy dung nidi quan he 
dai han voi ho. Mot chien liroc liru gift khach hang (tao dung long trung thanh cua 
khach hang) bang viec quan tarn thuomg xuyen den tat ca cac khia canh cua sir 
tuomg tac, dac biet la djeh vu sau ban. Phuomg phap nay khong chi cung co moi 
quan he voi khach hang ma con gia tang loi nhuan (loi nhuan gia tang thong qua 
doanh so ban lap lai, chi phi giam). 

Sau day la cac nguyen ly chung de giu chan khach hang: 

1. Quan tarn den khach hang: Hai phan ba khach hang roi bo \ i ho cho rang 
cong ty khong quan tarn den ho. Vi vay mot chut quan tarn co the dem lai loi ich 
nhieu horn mong doi. 

2. Nho den khach hang: Cong ty co the lien lac voi ngudri tieu dung de chac 
chan rang ho khong gap nhung kho khan doi voi san pham hay dich vu. \a biet 
dugc cac dip tieu dung dac biet cua ca nhan nhu sinh nhat. ki niem nga\ arm.... 

3. Xdy dung moi quan he tin cay: Cung cap cho ngudi tieu dung nhung san 
pham hay djeh vu co tinh chuyen mon va chat lugng eao. 

4. Theo doi lien trinh cung cap djeh vu: Ngudri tieu dung can den cong ty khi 
can dich vu hay sua chua san pham. Cong ty can thuc hien moi no lire de dap img 
va quan tarn trong nhung tinh huong nay. 

5. Cung cap su no lire loi da: Cong ty co the thuc hien cac cong viec eao 
hon trach nhiem de xay dung moi quan he dai lau voi khach hang. 

IV. LOA1 BO HANG IIOA 

1. Cach thuc loai bo hang hoa 

0 muc co ban nhat. loai bo hang hoa la vurt nhimg thu kliong dung hoac hu 
hong ma khong can suy nghi. Tien trinh nay xay ra thuomg xuyen doi vcri hau het 
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ngucri tieu dung. Tuy nhien, cac nghien cuu gan day cho rang loai bo la mot tien 
trinh phong phu va chi tiet hem so vori cac nghien cuu truoc day. 

Loai bo la mot hoat dong tap trung vao tai san hay do vat so hum. M3c dii 
chung ta co xu hirong nghi ve tai san nhu la nhumg do vat, chung co the dupe dinh 
nghia rong horn, do chinh la bat ki thtr gi the hien sir mo rang ban nga edi toi, bao 
gom ca nhan va nhurng do vat ca nhan. nhumg ngucri co lien quan. dia diem, dich 
vu, then gian va sir kien. Vi du, ban co the ket thuc mot moi quan he, dua ra mQt y 
tudmg cho ban be, cho di mot mon do. loai bo mot loi song khong lanh manh, six 
dung thdi gian roi, hay ngimg tap the thao. Vi vay, nghien cuu ve loai bo lien quan 
den tat ca cac kieu tai san. Co nhieu each thuc giai quyet viec loai bo tai san. Mpt 
mon do co the dirge (1) Cho hay bieu, (2) Trao doi, (3) Tai che, (4} ban . (5) Dung 
cii, (6) Bo di. (?) Phd huy. Liru y rang su loai bo co the la tarn thoi (cho muon hay 
cho thue) hay khong chu tarn (mat hay bj hir hong).0 day chi tap trung vao su loai 
bo thuomg xuven va co y. 

2. Loai bo cac mon do co y nghia 

Mac du viec loai bo thucrng co nghia la vut bo nhumg tai san khong mong 
muon, khong co v nghia hay da cu, tien trinh nay lien quan den mot so mon do co y 
nghia. Tai san doi khi co the la nhumg phan anh quan trong ve cai toi. Chung xac 
dinh ca nhan la ai va ghi lai ljch sur ca nhan. Trong nhumg tinh huong nay, loai bo 
lien quan den hai tien trinh: su tach roi the chat va sur tach roi cam xuc. 

Hau het chung ta deu nghi ve su loai bo tren goc do sir tach roi the chat, lien 
trinh loai bo tai san ve mat vat chat Tuy nhien, su tach roi cam xuc la mot lien 
trinh loai bo tai san ve mat cam xuc. no chi tiet horn, dai horn va doi khi kho khin 
horn tach roi vat chat. Thong thucrng. ngucri tieu dung van gan bo ve mat cam xuc 
vori tai san ngav ca khi da tach rcri vat chat. Vi du. mot ngucri van con nho den va co 
cam xuc doi voi ngoi nha cu cua minh trong nhieu nam sau khi ban di. 

Tien trinh loai bo kha quan trong trong cac giai doan bien doi \ai tro: day thi, 
truemg thanh. dam cucri,... Trong nhumg truong hop nay. ngucri tieu dung loai bo 
nhumg tai san la bieu tuomg cua vai tro cu. Vi du. khi dam cuoi. nhieu ngucri loai bo 
nhumg mon do ki niem nhung moi quan he cu nhu tranh anh. nur trang. d6 luu niem. 
Su loai bo nhumg tai san chung nay la mot tien trinh quan trong khi l> di. Ngudi 
tieu dung cung chi ra each thuc phan phat tai san sau khi ho chCn. Tien trinh nay co 
the bao gom viec cho di nhumg mon do co gia trj cho cac thanh \ien quan trong 
trong gia dinh. nhumg ca nhan khac va nhumg to chuc tu thien. truemg hoc.... 

3. Tai che 

Do khong the lang phi nguon luc horn dupe nua. nghien cuu ve hanh vi loai 
bo co the cung cap nhumg thong tin co gia tri cho phat trien cac chucmg trinh tai 
che. Xuat phat tir do. mot so nha nghien curu quan tarn xem xet cac nhan to lien 
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quan den tai ch£. Thai do ddi voi cac hanh dong cu the nhu phan loai chai va giay 
la mot sir cam ket cho hanh vi tai ch£ rac thai. Hon nua. nghien curu cho rang thai 
do doi voi tai chc* anh huong den hanh vi tai che rac thai va hanh vi mua hang tai 
che. Tuy nhien, nhung bien s6 nhir nhan khau hoc va tarn ly hinh khong mang tinh 
chan doan manh. Nhirng bien so huru hieu nhat de hieu hanh vi tai che ciia ngiroi 
tieu dung la dong ca, kha nang va co hoi tai che. 

5.1 . Dong ca tai che 

Ngiroi tieu dung co xu huong tai che nhieu hon khi ho nhan thuc duoc loi ich 
Ion hon chi phi, bao gom tien, thai gian va no lire. Nhung loi ich hay muc dich tuc 
thai bao gom viec han che sir xam Ian dat dai, giam di cac nguon rac thai, sir dung 
lai vat lieu va bao ve moi truong. Cac muc dich cao hon la co dong cho sue khoe 
va phong tranh benh tat, duy tri tuoi tho va dem lai moi truong song tot cho the he 
tuong lai. Nhung loi ich nhan thuc nay thay doi theo phan doan thj truong. Vi du, 
hieu ung moi truong it co y nghla hon doi voi nhung gia dinh thu nhap thap. 
Nhung nguoi tieu dung nhan thuc duoc anh huong cua cac no luc cua con nguoi 
len moi truong se co dong co Ion hon. Noi luu tru cac nguyen vat lieu tai che sach 
se, thuan tien cung kich thich nguoi tieu dung hanh dong nhieu hon. 

3.2. Klta nang lien quan den tai cite 

Nguoi tieu dung co kien thuc ve tai che se thuc hien dieu nay nhieu hon. Ho 
cung phai co kien thuc chung ve hieu ung cua tai che len moi truong. Cuoi cung. 
ho phai nho den tai che nhu mot phan trong cuoc song hang ngay cua minh. 

3.3. Ca hoi lien quan den tai cite 

Neu viec phan tach, km tru va giai phong cac nguyen lieu tai che la kho hoac 
khong thuan tien, nguoi tieu dung se tron tranh lam dieu do. Hon nira. de tham gia 
boat dong tai che thuong xuyen, nguoi tieu dung phai tir bo nhung thoi quen cu ve 
thai rac va phat trien nhirng thoi quen moi. 


* * * 
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TOM TAT CHl/ONC 8 


Doi khi ngudi tieu dung phat trien nhung bcin khoan sau quyet djnh - mpt 
cam giac lo au. khong chac chan ve quyet djnh da dugc thuc hien. Ho co d(>ng co 
giam su ban khoan nay bang each thu thap nhurng thong tin bo sung, nham gia t^ng 
gia tri nhan thuc ve cac plurong an dugc lira chon va giam gia tri nhan thuc ve cac 
phuong an bj loai. 

Ngudi tieu dung co the hoc hoi tic kinh nghiem thong qua mot tien trinh kiem 
dinh gia thuyet. a do ho co gang khang djnh hoac loai bo nhung ki vong bang each 
tham gia thuc te vao viec mua. tieu dung hay loai bo san pham. I ien trinh nay bj 
anh huong bai dong ca. kien thuc co truac (sir quen thuoc), su mo ho ctia thong 
tin, va hai kicu sai lech; khuynh huong khang dinh va sir tin tuong qua muc. 

Su hai long la mot cam xuc chit quan va danh gia khach quern ve kha nang 
dap ung nhu cau hay muc dich cua mot quyet dinh. Su khong hai long xay ra khi 
ngudi tieu dung co nhung tinh cam tieu cue va tin rang muc dich hay nhu cau cua 
ho khong dugc dap ung. Ngudi lam thj trudng can duy tri sir hai long khach hang, 
vi nhung khach hang rdi bo gay ra nhung mat mat Ion trong dai han cho cong ty. 

Co 3 thuy et chinh ve su hai long/khong hai long la (1) Mo hinh chenh lech , chi 
ra ting su hai long xay ra khi hieu nang chenh lech duong va su khong hai long xuat 
phat tu chenh lech am; (2) Thuyet qui ket , chi ra rang su khong hai long xay ra khi 
nguyen nhan cua mot van de dugc xac djnh la thudng xuyen, trong tarn kiem soal cua 
ngudi lam thi trudng; va (3) Thuyet cong hang , chi ra rang su hai long xuat hien khi 
ngudi tieu dung nhan thuc dugc su cong bang trong trao doi. I lai each chinh de phan 
ung veri su khong hai long cua ngudi tieu dung la khieu nqi va truyen mieng 

Cuoi cung. ngudi tieu dung co the loai bo san pham theo nhieu each khac 
nhau. Tai che la mot hinh thuc loai bo hang hoa phu thuoc vao dong co. kha nang 
va co hoi hanh dong cua ngudi tieu dung. 


* it 


it 
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CAU HOI ON TAP VA THAO LUAN 


1. Su ban khoan sau quyet djnh khac voi hoi tiec sau quyet djnh nhu the nao, 
va anh hucmg cua no den nguoi tieu dung ra sao? 

2. Mo ta each there nguoi tieu dung thu thap thong tin ve hang hoa va dich vu 
tir hoc hoi kinh nghiem. 

3. Mo ta cac chien luoc tac dong den sir hoc hoi cua nguoi tieu dung duqc su 
dung boi nhung cong ty co thj phan cao, nguoc lai voi nhung cong ty co thj phan thap. 

4. Su ki vong (mong dpi) va hieu nang gop phan tao nen su chenh lech nhu 
the nao? 

5. Djnh nghla thuyet qui ket va thuyet cong bang, giai thich each thurc lien 
quan den su khong hai long. 

6. Tai sao can xeni xet ca hai khia canh tach roi ve mat vat chat va cam xuc 
cua viec loai bo cua nguoi tieu dung? 


* * 


* 


BAITAP 

I. Chon 5 loai san pham (dich vu) lau ben hay dung thuimg xuyen. Phat 
trien mot tap hop cac cau hoi doi voi nguoi tieu dung ve (1) Nguoi lieu dung hoi 
long nhu the nao u'ri san phdm Irong moi ehung loai. (2) Nhd lai hat ki nhung vi 
du nao khien ban cam lhay khong hai long irong qua khu. (3) Chi ra each thue 
irng xu khi khong hai long, va (4) Bay to suy light hay link cam doi voi ciing ty 
hay nhd ban le. Phat bang cau hoi cho it nhat 15 nguoi. Dua tren ket qua nay. tra 
lai nhung cau hoi sau: 

a. Loai san pham hay (dich vu) nao nguoi tieu dung hai long nhat? Tai sao? 

b. Loai san pham hay (djeh vu) nao nguoi tieu dung khong hai long nhat? 
Tai sao? 

c. Nhung phan irng thong thuemg nhat khi khong hai long? 

d. Ciing ty giai quy el su khong hai long nhu the nao? 
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2. Chon 5 san pham lau ben va dung thuong xuyen. Phat trien mot tap hop 
cac cau hoi de xac djnh each thuc nguoi tieu dung loai bo moi san pham Ian gan 
nhat. Phat bang cau hoi cho it nhat 10 ngucri tieu dung. Dua tren ket qua khao sat. 
tra loi cac cau hoi sau: 

a. Doi vcri moi loai san pham. phuong phap loai bo nao duoc su dung 
thuong xuyen nhat 0 

b. Nhung loai san pham nao duoc loai bo giong nhau nhat? Tai sao? 

c. Nhung loai san pham nao duoc loai bo it giong nhau nhat? Tai sao? 

3. Lap mot bang thong ke it nhat 30 do vat cua ban. Doi \oi moi do vat. chi 
ra ke hoach loai bo khi nao va nhu the nao. Cung cap them cac In do chi tie! cho 
hanh vi nay. Sau do tom tat thong tin va tra loi cac cau hoi sau: 

a. Do vat nao de loai bo nhat? Tai sao? Cach thuc loai bo? 

b. Do vat nao kho loai bo nhat? Tai sao? Cach thuc loai bo° 

c. Do vat nao loai bo thuong xuyen nhat? Tai sao? Cach thuc loai bo° 


* 


* 
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PHAN IV: 

ANH HUONG CUA CAC NHAN TO 
BEN NGOAI VA CA NHAN 


Phan IV xem xet anh huong cua cac nhdn to ben ngoai (van hoa ngudi lieu 
dung) va ccic nhdn to ban sac cd nhdn (tam ly h'mh: gid tri, tinh each va loi song) 
den hanh vi ngudi tieu dung. Phan nay duoc cau true thanh 3 chucrng nhu sau: 

Chuffng 9 tap trung vao dnh huong cua van hoa va giai cap xa hoi den hanh 
vi nguoi tieu dung. 

Chuong 10 xem xet tac dong cua tudi lac, gidi tinh, ho gia dinh va dnh 
huong xa hoi den hanh vi ngudi tieu dung. Nhung nhan to nay co the tac dong d£n 
bien so tarn lyfhinh, den lucrt cac bien so nay lai anh hudng den hanh vi ngudi tieu 
dung. 

Cltirong II nghien cuu cac bien so lam ly h'mh va anh huong cua chiing den 
hanh vi ngudi tieu dung. 


* 


★ 


* 
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cnvasc, 9 .- 

ANH HUONG CUA VAN HOA 1 *" VA GIAI CAP XA HOI 
DEN HANH VI NGUOl TIF.U DUNG 


Tai sao hanh vi cua nguai tieu dung lai thay doi theo tirng khu vuc dia ly. dan 
toe hay ton giao? Tra lai duac cau hoi tren. chiing ta ciing hieu dime each thurc ma 
nguai lam thi truong thuong co gang tiep can nguai tieu dung tren ca sa cac moi 
quan he cua ho voi moi truong van hoa ma nguai tieu dung da duoc hap thu ngay 
tir khi con nho. Phan dau cua chuang nay se tap trung nghicn ciru khai niem van 
hoa va anh huong cua van hoa den hanh vi nguai tieu dung. 

Phan thu hai cua chuang danh de nghien cuu anh huong cua giai cap xa hoi 
ten hanh vi nguai lieu dung. Ca nhan trong mot xa hoi co the duac nhom lai theo 
muc do dja vj xa hoi. tao nen giai cap xa hoi. Su plian biet giai cap la can thiet vi 
thanh vien cua mot giai cap thuong chia se cac kinh nghiem song cung nhu gia tri 
va cac hinh there tieu dung giong nhau. tuy nhien. co su khac nhau giura cac nhom. 

I. VAN HOA VA HANH \1 NGlOl TIEU DUNG 

I. Khai niem, dac diem va thanh phan etia van hoa 

1.1. Dinh ngliin ve van hoa 

I rong mot ngay. ban xem dong ho hay kiC'm tra licit ca nhan hay xem thoi 
gian bieu may Ian? Du vo tinh hay huu y. ban cung danu su dung rat nhieu cac san 
pliant, dich vu khac nhau de quan ly quy thai gian 24 T| ngay cua ntinh mot each 
hieu qua. Tai cac nuac Bac My. tiet kiem thai gian moi nai. moi luc lit mot trong 
nhumg y eu cau hang dau cua bat ky ntot nguai dan nao. tham chi con tra thanh noi 
ant anh cua rat nhieu nguai. Ap lire xa hoi gia tang da khien khai nient "thai gian 
vang" ntang tilth thai su han bao gia het. tra thanh "san pliant \a xi" Trai lai. 
nguai dan tai cac nuac thuoc chau My la tinh. chau Phi. Trung Dong \a ehau A lai 
cb mot khai niem ve thai gian khac han. Ho sir dung quy lltoi gian trong ngay nipt 
each thong dong, thoai mai him rat nhieu. Nhu vay. neu tai cac nuac Bac My va 
chau Au. thai gian la tieu bac thi tai cac nuac chau A - nipt nen van hoa khac. vice 
su dung thai gian phai thuan theo tu nhien. tire la theo cac chu ky cua cube song. 

Yi dii tren day clto chiing ta thay van hoa khbng chi anh hirimg den nhan thirc ve 
then gian cua cluing ta. mil con cb the tae dong den rat nhieu kltia eanh khac trong cuiic 
song hang ngay . dac biet la hanh \i tieu dung. Moi ca nhan sinli ra \a tru»mg thanh 
cung voi mot nhom xa hoi dac thii. va duy tri cac luemg Uic lien tue trong >ui>i cikk" doi 
ho. Van hba cung lii ntot nhan to quyet dinh hanh v i ca nhan. l int hieu nhimg anh 
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huong cua van hoa doi voi hanh vi nguai tieu dung dang tra thanh mot de tai eo sire 
hap dan dac biet d6i voi giori nghien cuu va quan tri. Dac biet hien nay, do quv mo trao 
doi thirong mai gifra cac nirac tang manh, rat nhieu doanh nghiep. du quv mo Ion hay 
nho. san xuat san pham ha\ cung cap dich vu. dang tich cue tham gia kinh doanh tai 
nhung noi nam ngoai pham vi bien giori nuoc ho. The giai hien nay dugc cac chuyen 
gia quan tri vi nhu mot “lang xa loan cau'\ trong do tap hop cac ca nhan co nhung 
diem van hoa giong va khac nhau. Cac nha quan tri se dua vao day de ra cac quyet 
dinh Marketing quan trong. Chuoi nha hang cung cap do an nhanh McDonald's co 
250.000 nha hang tren the giai la mot vi du dien hinh cua xu the toan cau hoa nay. 
McDonald’s thu loi nhuan bang each giam thieu su khac biet van hoa tai nuoc so tai. 

Ngay sau day, chung ta se tim hieu xem khai niem "van hoa" cung nhu cac 
thanh phan va dac dic»m chinh. su phat trien cua ITnh vuc nghien cuu \an hoa doi 
voi hanh vi nguoi lieu dung. Tu van hoa co rat nhieu y nghia. no dirge dung de chi 
nhung khai niem co noi ham hot sue khac nhau. Hien nay. theo danh gia chung. co 
khoang 164 djnh nghia khac nhau ve van hoa. Mot djnli nghia dugc chap nhan rong 
rai bai cac nha ly thuyet hanh vi do la djnh nghl dua ra boi Assael <7<)| : 

Van lida la toan bo nhung cliuan muc, gia tri va tap quan duoc hoc Iwi 
tic moi truvng xa Itpi, Uic dong den each thin ling xu chung ctia tat cd aic ca 
nltdn thuoc wot xa lipi cu the 

Mot xa hoi cu the cr dav (71> dugc xem la mot nhom nguai cu the tao nen he 
thong ban khep kin. co cung chung dac diem \e vimg sinh song (Chau A. Viet 
Nam), nguon goc dan toe (nguai Kinh, nguai Muang. nguai My goe Viet), ton 
giuo( Dao Phat. Dao Thien Cluia. Dao Hoi). 

Mac du van ton tai it nhieu bat dong trong dinh nghia ve van hoa. nhung da 
so cac nha nghien cuu deu thua nhan anh huong sau rong cua van hoa den moi 
thanh vien song trong do. VAn hoa tao cho ho mol phong each tieu dung, mot each 
thuc truyen thong rieng biet. nhung kien thuc. niem tin va nhat la cac chuan muc 
de ho tuan theo. cung nhu cac gia tri van hoa de dua vao do moi ca nhan co the biet 
dugc minh la ai. Co mot dieu can phai ghi nha, do la nguai tieu dung - doi lugng 
cua cac nghien cuu - chinh la san pham cua nen v an hoa. Cho nen. cac nha nghien 
cuu khong the bo qua van hoa - yeu to quyet dinh va huong dan nguai tieu dung 
xay dung nhan thuc. suy nghi, thai do va hanh dong cho ban than. 

Van hoa dugc xem la mot loai nhan to moi truang anh huong manh me den 
hanh vi tieu dung ca nhan theo 2 cap do: (1) dinh hiring muc tieu cua ngirii lieu 
dimg va (2) phan anh bai he thong gia tri . dieu chinh mot so hanh vi tieu dung 
mang tinh hieu tirong Id chu yeu 
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1.2. Cac dac diem cua van It oa 

1.2.1. Tin It hoc hoi 

Van hoa khong mang ti'nh bam sinh nhu gioi tinh hoac mau da. Nhung tre 
nho se khong biet hanh vi nao duoc phep, hanh vi nao bj cam doan. Van hoa thuc 
te la ket qua cua su hoc hoi xuat phat tir moi truong xa hoi. Cac gia trj. niem tin va 
tap quan duoc truyen lai cho tre em tir cac thanh vien trong gia dinh hoac thay co, 
ban be... Viec tiep nhan van hoa thdi tho au co anh huong quan trong den hanh vi 
img xu cua ca nhan trong suot cuoc doi, nguoi lam thi truong can quan tarn din 
dieu nay khi muon xay dimg cac chien luge Marketing huu hieu. 

1.2.2. Tinh co ich 

Van hoa dap img duoc nhu cau va ho tro viec ra quyet djnh cua ca nhan. No 
dua ra cac mo hinh ung xu de thoa man cac nhu cau tarn sinh ly. Vi du. thong qua 
van hoa, chung ta biet each phuc trang va trinh bay ban an. Trong moi mot nen vJn 
hoa, cac san pham va djeh vu cung cap bdi mot doanh nghiep phai thoa man nhu 
cau voi dieu kien duoc chap nhan ve mat van hoa. Su tien trien \an hoa (tap quan 
va niem tin moi) cung can duoc tinh den khi phat trien san pham va dich vu. 

1.2.3. Tinh plto biin 

Tinh pho bien the hien 6 cho van hoa bao gom tat ca cac yeu to vo hinh hay 
huu hinh trong cuoc song cua chung ta. Ngon ngu chung ta giao tiep vdi nhau, 
phong tuc tap quan chung ta cung ap dung va tuan theo trong cuoc song hang ngay 
la nhung vi du ve tinh pho bien cua van hoa. 

1.2.4. Tinh cilia se 

Mot niem tin, mot gia trj, mot tap quan chi duoc coi la v£n hoa khi no duoc 
chia se boi da so cac thanh vien trong xa hoi. Viec hoc hoi va luu truyin van hoa 
can den su tuong tac xa hoi. Vi the van hoa mang tinh xa hoi. Su luu truyen van 
hoa tao ra mot su dong nhat nao do trong hanh vi cua mot xa hoi. Dieu nay can 
duoc luu y boi nguoi lam thj truong vi hien tuong tieu chuan hoa se bao dam 
nhung thanh cong cho Marketing dai chung. 

1.2.5. Tinh phat trien khong ngintg 

Cac yeu to van hoa cung phai lien tuc thay doi va phat trien de hoa nhap 
cung voi the gicri. moi truong xung quanh. cung nhu co the tilp tuc thoa m3n cac 
nhu cau cua thanh vien trong xa hoi. Van hoa phai phat trien nlu khong mu6n bj 
bien mat. Cac nhu cau. nhan thuc. thai do, gia trj. hanh vi cua cac thanh vien cung 
tien trien do moi truong thay doi (dan so thay doi, xuit hien cac neu6n nang luong 
moi. cong nghe hien dai hon. anh hudmg cua cac nln van hoa khac...(. Vi du. sir 
phat trien cua Internet da tao ra nhieu thay doi dang ke trong each giao tilp. sinh 
hoat va mua ban cua chung ta tir hon mot thap ky qua. 
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Trong boi canh giao ihoa van hoa gia tang, moi truong song thay doi, moi truong 
kinh doanh day bien dong va thu thach, cac nha nghicn cuu va nguoi lam thi truong 
cung can phai co gang thco kip, a mure tot nhat co the. de hoa nhap voi nhung thay doi 
nay nham dem lai sir thoa man tot nhat cho nhu cau da dang cua nguoi tieu dung. Nam 
bit dupe nhung anh huong cua van hoa doi voi hanh vi tieu dung ca nhan. cung nhu sir 
khac biet van hoa giua cac quoc gia chinh la chiec chia khoa vang thanh cong cua cac 
chirong trinh Marketing tren pham vi toan the gioi. 

1.2.6. Tmli ly tir&ng lioa 

Van hoa duoc chuyen giao duoi dang ly tuomg nhung van ton tai mot sir khac 
biet giua cac chuan muc ly tuong hoa va thuc te. Nhung vi pham nho doi voi cac 
chuan muc doi khi co the bo qua, nhung nhung vi pham Icm bi ngan chan mot each 
cung ran. Dieu nay can d5c biet luu tarn doi voi nguoi lam thj truong khi thuc hien 
cac chuong trinh truyen thong toan cau hoa. 

1.2.7. Ttnli tir duy khac biet 

Moi nen van hoa tao ra cac y tuong va tu duy rieng cua no. Nhung ca nhan 
trong cac nen van hoa khac nhau cam thu va danh gia the gioi xung quanh theo 
each khac nhau. Day la can cu de nguoi lam thj truong quyet dinh thuc hien chien 
luqc Marketing toan cau hoa hay dja phuong hoa. 

1.3. Cac tliaitli plian cua van hoa 

Moi nen van hoa deii bao gom mot so yeu to co ban tao nen sir khac biet so 
voi cac nen van hoa khac. Chuan muc, gia trj van hoa. le hoi, bieu tuong la nhung 
thanh phan co ban nhat cua mot nen van hoa quoc gia. Nguoi lam thj truong can 
phai quan tarn den cac yeu to nay khi muon tham nhap mot thi truong moi. 

1.3.1. Cliuan nmc 

Cac ranh gioi ma v&n hoa thiet lap tren hanh vi duoc goi la chuan muc. 
Chuan mire la mot tap lurj) cac nguyen tdc hanh xu trong mot tilth huong cu the cua 
xa hoi, xucit phdt tic nhung gid tri van hoa . 

Moi mot nen van hoa deu tu trang bj mot tap hop cac chuan muc va co the phan 
biet voi mot nen van hoa khac dua tren chinh co so nay. Chang han 6 Phap. nguoi ta 
ihuong chao hoac tarn biet nguoi than, ban be bang each om hon nhau, nhung khong 
thich hop voi mot nen v an hoa Phuong Dong co sir gioi han ve tiep xuc the chat trong 
giao tiep xa hoi. Van hoa tao nen anh huong qui chuan, xay dimg cac nguyen tac img 
xii va hanh dong. Mac dii co rat nhieu loai chuan muc kliac nhau dang ton tai. chung ta 
co the phan biet thanh hai loai chinh: nhdm chuan muc cu the va nhdm chuan muc trim 
tmmg - dupe the hien mot each day an v va chi tlurc su co y nghia khi tuimg tac voi 
nhirng thanh \ ien khac co cung nen van hoa. 

Con nguoi thuong co xu huong tuan thu cac chuan nurc v an hoa ma khong he 
suy ngh! boi neu lam khac di se khong binh thuong. Chang han. v ice xep hang theo 
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trat tu de mua hang hoa, djch vu nai dong ngudi dupe xcm la nguyen tic d cac 
nude phat trien, hay tuc le mring tuoi cho tre em va ngudi gia la v ice lam pho bien 
d Viet Nam moi dip xuan ve. 

Cac chuan muc the hien 3 dac diem cor ban sau: 

- Dinh hudng hanh dong: Chuan muc djnh hudng hanh dong theo nhieu each 
khac nhau. Chuan muc thong bao cho ca nhan nhung dieu ho co the lam dupe, nhung 
dieu phai lam. each thric va thdi diem thuc hien cung nhu nhung dieu cam ky. 

- (7/ so clw Jonh gici hanh vi: Chuan muc la co so so sanh de danh gia hanh 
vi cua ca nhan dua tren hanh vi cria ngudi khac 

- Song hanh hai khia canh lieu circ/tich cue: Nhung dieu dupe lam va khong 
dupe lam. 

Cac chuan muc vin hoa co the dupe phan chia thanh cac loai nhu sau: 

a. Lutjl le va qui dinli 

Luat le va quy djnh cung la cac chuan muc de xac djnh. Day chinh la cac chuan 
muc da dupe chinh thuc hoa. Trong buon ban thuong mai quoc tc. chung ta can phai 
nhd rang luat le moi nude thi khac nhau. Khac nhau tir each trinh bay nhan hiC'u hang 
hoa, cac chuan ve sinh an toan thuc pham. hay cac phuong phap dieu tra, thiet ke, trinh 
bay quang cao hay to chuc cac tro choi co giai... Khong ton trong luat le se bj xu phat 
theo luat phap hien hanh. Vi du, neu d Canada ban lai xe 6 to d Ian dudng ben trai, 
wot den do, lai xe vupt qua toe do cho phep, ban se bj phat rat nang. nhieu trudng hop 
con bj tarn giam. Trong khi do, neu d Anh, Uc hay Nhat Ban, ban can phai lai xe d ben 
trai dudng - theo dung luat giao thong cua cac nude nay. 

b. Pliong tuc tap qiidn 

Phong tuc tap quan la cac chuan muc triru luong. ddi khi rat khd nhan ra. 
Phong tuc dupe truyen tir ddi nay sang ddi khac, dac biet la each thuc lien hanh 
phai dupe duy tri va gin giu. khong thay doi. Viet Nam la mot dat nude rat phong 
phu ve phong tuc tap quan lien cjuan den nhieu khia canh cua cuoc song, tir each an 
mac (ao dai truyen thong), an uong (dac san cac vung) den each to chirc va duy tri 
nhung nghi le hoi. le tet. cung gio... Moi vung mien dat nude deu co nhung phong 
tuc tap quan rieng (vi du phong tuc cudi hoi mien Nam khac vdi mien Bac). Nhung 
chinh nhung phong tuc tap quan rieng re. dac thu nav se phan biet rd nhat mot ndn 
van hoa nay vdi mot nen \ an hoa khac. tham chi do la van hoa cua mot nude lang 
gieng. Vice tint hieu cac phong tuc tap quan se giup cho cac doanh nghiep tranh 
dupe nhung that tho. tham chi that bai trong sach lupc Marketing tai nude ngoai. 

1.3.2. Gia trj van lioa 

Gia trj van hoa anh hudng den hanh vi ngudi tieu dung qua chuan muc v an hoa 
xac djnh mot tap hop nhung phan ring co the chap nhan trong cac tinh hudng cu the 
Mdt phuong phap huu ich de hieu dupe nhung khac biet van hoa trong hanh vi ngud 
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tieu dung la nghien cun cac gia tri cua cac nen van hoa khac nhau. Gia tri lhay ddi thco 
cac nen van hoa khac nhau va anh huong manli me den hanh \ i tieu dung. 

Gid Iri van Itoa la nhung niem tin Idu ddi ve vice mot hanh vi cho trude la 
dang mong muon hay tot, duoc chia se hoi cac thanh vien (rung mot nhom xd hoi. 

Gid trj vein hoa mang tinh khdi qudt va trim tuong hom chuan muc. Chuan 
muc la nhung nguyen tac hanh xu trong tinh huong cu the, trong khi gia trj van hoa 
la niem tin chi ra nhung gi la tot hay xau. Vi du. treo ca to quoc vao ngay le la mot 
chuan muc. nhung no phan anh gia tri cua long yeu nuac. Mac quan ao toi mau 
trong le tang la mot chuan muc. Va dieu nay the hien gia trj cua sir ton trong va 
chia buon vai gia dinh. Nhu vav gia tri van hoa duac plum dull cu the qua chuan 
mice . tir do tac dong den hanh vi tieu dung. Sir vi pham cac chuan muc van hoa dan 
den nhung hau qua hay hinh phat. tir su khong chap nhan cua xa hoi den sir true 
xuat ra khoi nhom. Su tuan thu theo cac chuan muc cua nhom thudmg dem lai cac 
phan thuong ro rang chi khi ca nhan hoc hoi duac tir van hoa (hoa nhap xa hoi) hay 
hoc hoi mot nen van hoa mdi (tiep nhan van hoa). Chang han, nguai Uc thuong 
den cuoc hen rat dung gia. Ro rang khong co lai khen nao cho vice den dung gia. 
nhung neu d<3n muon se gay ra sir gian du cua doi tac. Vi vay, nhung gid tri van 
hoa lam phdt sinh ede lieu chuan va hdu qua gdn lien vdi vice vi pham chuan muc. 
w nhung dieu nay se anh huong den hinh thdi lieu dung. 

Ranh giai giura gid tri cd nhan va gid trj van hoa (gia trj tap the dac tnmg cho 
mot nen van hoa) rat kho nhan biet, beri kho phan dinh giua he thong gia tri ca nhan the 
hien cac chuan muc xa hoi tiep nhan vai nhung gia tri djnh huong ca nhan rieng biet. 
Xuat phat tir gia tri la mot niem tin thuong true, ca nhan se co each hanh xir rieng biet, 
phii hap vai phong each ca nhan va xa hoi cua ho han so vai nhung su lira chon khac. 
Moi ca nhan co the xay dimg rat nhieu niem tin khac nhau. bat nguon tir chinh van hoa 
goc cua ho. hoac tir nhung nen van hoa kliac ma ho co ca hoi duac tiep can. Cac khai 
niem ve gia tri va lie thong gia tri duac su dung pho bien trong cac ngliiC'n am xa hoi 
hoc va Marketing de giai thich hanh vi tieu dung ca nhan. 

KJii nghien cuu ve moi quan he giua van hoa va hanh vi tieu dung, nguai ta 
nhan thay he thong hanh vi phurc tap chi la mot phan noi cua tang b^ng chim. Cac 
hanh vi nay tren thuc te la su cu the hoa cua mot tap hap cac chuan muc. tire la cac 
quy djnh hanh xu trong xa hoi. Tu do cho thay mot tap hap cac gia trj bieu hien. 
duai hinh thuc cac khai niem trim tuong, muc dich cuoi cung cua van hoa va 
phuang thuc hoat dong cua no. Noi each khac. de co the hieu duac van hoa \a 
plurang thuc hoat dong, chung ta can tap trung tim hieu cac gia trj van hoa ca ban 
cung nhu cac phong each song bat nguon tu chinh cac gia tri nay. Day cung la mot 
huong nghien cuu moi khi tim hieu anh huong cua van hoa len hanh vi nguai tieu 
dung. Xu huong nghien cuu Marketing hien nay (dac biet trong tinh vuc hanh \i 
tieu dung) la xay dung cac thang do phu hap cho cac he thong gia tri. huong den 
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viec sir dung chung de phan doan thi truong v&n hoa khong dong nhat. Gia tri tao 
nen thai do va hanh vi, cho nen se giup hieu ro hon cac phan ung cua nguoi tieu 
dung trong moi nen van hoa rieng biet. 

Anh hirong cua gia trj van hoa den hanh vi nguoi tieu dung duoc the hien 6 
nhieu cap do khac nhau. Cap do dau tien la moi quan he true tiep giua cd nhdn va 
ede due diem lam ly cua gia tri va phong each song. Muc do thu hai cao hon thi 
phan tich suphat trien cua cac gia trj van hoa chu dqo trong mot xd hoi nhat dink 
Mot so nhom chi uu tien mot he thong gia trj dac thu nao do, co the dong vai tro 
nhan khau hoc hay kinh te ngay cang quan trong hon trong xa hoi. Nhom nay co 
kha nang ap dat len cac nhom khac mot xu huong van hoa moi. Do cap do 1 da 
duoc gioi thicu trong chuong 3, chung ta chi tap trung vao cap do 2 trong phan nay. 


Bang duoi day tong ket cac ket qua nghien cuu thu duoc tir nhung nam 60 tro 
lai day ve su phat trien cua cac gia tri van hoa chinh thong tai Bac My. 


Bang 9.1: Qua trinli plait trien ede gid tri van hoa Bdc My. 

Xcp 

hang 

Nhung n3m 60 

Nhung n3m 70 

Nhung n5m 80 

Nhumg n5m 90 

i 

The gioi hoa binh 

An toan cho gia dinh 

Moi la 

Truyen thong 

2 

An toan cho gia dinh 

The gioi hoa binh 

Tuong lai 

Qua khu 

3 

Tu do 

Tu do 

Tieng tarn 

Tien nghi 

4 

Hanh phuc. vui ve 

Danh gia ban than 

The gioi tot 
dep hom 

Ben v urng 

5 

Danli gia ban than 

Hanh phuc, vui ve 

Giau co 

Hai long 

6 

Coi trong dao ly 

Coi trong dao ly 

Hap dan 

Su that 

7 

Binh dang 

Y nghia thanh dat 

Sanh dieu 

Tai san quoc 
gia 

8 

Bao thu 

Tien nghi cho ban 
than 

Nguoi tien 
phong 

Co dien 

9 

Tien nghi cho ban than 

Tinh ban chan thanh 

Sue khoe 

Sue khoe 

10 

Y nghla thanh dat 

Bao thu 

Dinh duong 

Sue khoe 


Hien tuong phat trien cac gia tri van hoa khong chi dien ra tai B5c My, 
Canada, hay niroc Quebec nho be. ma con lan toa ra nhieu noi khac tren the gioi. 
Vi du tai Nhat Ban. mot su chuyen doi can ban ve gia tri chu dao trong nhimg nam 
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80 va 90 da tao nen hieu ung true tiep len hanh vi cua ngudi dan xu mat trori moc. 
Cho den cuoi nhung nam 80, ngudi Nhat van giu thai do bao thu ve phong each 
tieu dung theo kieu truydn thdng nhu xem gao la san pham quy gia va an com hang 
ngay la mot nghi le thieng lieng. Trong nhung n5m 90, vdi su xuat hien cua the he 
mdi thanh thieu nien thfch do nude ngoai - yuppies, Nhat Ban mo cira don nhan cac 
hang hoa nhap khau tir chau Au va chau My. 61% nhu cau ve nuoc hoa va 34% 
nhu cau ve do my pham cua Nhat da duoc dap ung tir cac san pham nhap khau 
nuoc ngoai. Dan dan, thoi quen an mac va an uong ngoai quoc nhu quan Jean 
Levi's, banh kep hamburger cua McDonald's dang dan dan thay the cac san pham 
truyen thong (ao kimono, gao), dong thcri tao dau an trong cac gia trj cua nguoi 
Nhat Ban. 

1.3.3. Le hoi 

Cac hinh thirc to chuc dam cuoi, le hoi Noel, ngay l! Thanh, ngay le tinh yeu. 
dem hoi ma quy Halloween, cac ngay 16 dan toe truyen thong ... chinh la nhung vi 
du cu the va sinh dong nhat cua cac tap tuc van hoa van dang hien hiru trong cuoc 
song cua chung ta. Cung nhu cac chuan muc, le hoi the hien cac gia trj van hoa. 
Doi khi, le hoi van hoa cung lien quan den ton giao, tin nguong. Mac du chi thinh 
thoang dien ra theo mot chu ky nhat djnh (thang hoac nam), tap tuc van hoa rat 
khac voi cac hoat dong dcri thuong khac o cho chung duoc tien hanh voi mot thai 
do rat tran trong va ton kinh, moi nguoi deu rat co y thixe tham gia. Le hoi van hoa 
khong chi mang y nghla bieu tuong ve qua khu, ma con mang y nghla tarn linh va 
tinh cam. 

1.3.4. Bieu tuong 

Bieu tuong Id nhung con ngudi. su vat, hien tuong the hien mot y nghia ndo 
46. Van hoa xuat hien theo dung y nghTa ma chung ta muon gan cho the gioi xung 
quanh chung ta. dieu do khien cho moi mot hanh vi. trong do bao ham ca hanh vi 
tieu dung, co the duoc hieu nhu mot ky hieu hay mot hieu tuong. Ky hieu va bieu 
tuong la mot phan ngon ngu van hoa va cua he thong giao tiep. Mot bieu tuong co 
the la ngon ngu hoac phi ngon ngu (nhu mau s3c, hinh dang, con so). Nhung nguoi 
dan cung mot nen van hoa co chung mot tap hop cac y nghTa bieu tuong. giup ho 
giao tiep voi nhau de dang hon. Ho cung hoc each giai ma chinh xac cac cu chi. doi 
tuong, giup ho hieu moi truong xung quanh hon. 

Mot su vat mang linh bieu tuong va giai thich nhieu dieu khac nhau. doi khi 
khong cung mot y nghTa neu khac van hoa. Vi du. khi ban gat dau thi ngudi 
phuong lay hieu rang ban dong y, nhung ngudi Viet Nam thi khong ludn luon nhu 
vay. Chung ta co the lay mot vi du khac ve mau sac de thay ro su khac biet ve \ an 
hoa tren goc do phi ngon ngiir. Doi voi mot so nude, mau den la mau cua tang le. 
nhung d cac nude khac lai la mau trang. Mau do voi da so la mau cua tinh yeu. 
nhung d mot so nude, do la mau cua each mang. Loai vat cung la nhung bieu tuimg 
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van hoa dupe sir dung nhicu. Hai ly la bieu tupng cua Canada, gau kaola la cua 
nubc Ue. nubc An Do thb con bo, nubc Phap chon ga trong. 

Trong so cac bieu tuong van hoa, can phai ke den la cb. cac bai quoc ca, mot so 
trang phuc, kieu toe... Quoc ky co gia tri bieu tupng rat cao, chi can nhin la cb voi 
nhumg bieu tuong di kem la biet dupe xuat xu cua mot quoc gia. tinh hay vung nao do 
tren the gibi. Cho nen. chi can nhin chiec la mau do chung ta se biet do la cua Canada, 
chu thap do thuoc ve nubc Thuy Sv. la cb do co mot ngoi sao vang b giura la cb Vi^t 
Nam... Cb quoc gia thubng dupe long vao quang cao de chi ro nguon gbc xuat xu cua 
san pham hay cua thuong hieu. Ngubi tieu dung sc sur dung cac dau hieu nay de danh 
gia chat lupng cua hang hoa nhap khau. Doi vbi nha quan trj Marketing, ho cung sir 
dung cac dau hieu nay de thuyet phuc khach hang coi trong gia trj quoc gia. danh vao 
long tu hao dan toe cua ho. Nam vumg cac bieu tupng va ky hieu \an hoa se giup 
doanh nghiep xay dimg dupe chien lupc truyen thong hieu qua him tren thj tnrbng 
quoc te (cung nhu thi tnrbng noi dja). tim ra each gan ket san pham cua ho vbi nhirng 
bieu tupng van hoa va ma hoa hop ly cac thong dicp quang cao can truyen ba. tranh 
dupe nhirng each hieu sai lam tir phia ngubi nhan. 

Rb rang, ngbn ngu la mot dac tinh quan trong cua van hoa va he thong giao 
tiep. Ngon ngu cung tao nc*n nhirng y nghia chung ma cac thanh vien trong cung 
mot nen van hoa trao doi vbi nhau (bieu tupng ngon ngu). Van hoa khac nhau thi 
co phong each giao tiep cung khac nhau. va co the anh hubng den hanh vi tieu 
dimg. Do ngon ngu - vbi tu each la mot thanh phan van hoa - co the anh huong den 
qua trinh nhan thuc va tinh cam cua ngubi tieu dimg doi vbi ten thuong hieu. nen 
doanh nghiep can het sue liru y khi trien khai chien lupc Marketing o nubc ngoai. 
Thuong hieu trubc het la mot cai ten dupe xay dung theo mot ngon ngu nao do, va 
khi dupe phal am theo mot ngbn ngu khac co the chang cb y nghia gi. hoac cb the 
gay nen nhirng phan ung tieu cue ve phia ngubi nghe. Vi du hang General Motor 
da that bai cay dang khi lung dong xe **Nova“ (mbi la) tai Mexico m dieu nay co 
nghia la “khbng chav’* theo tieng l ay Ban Nha. hoac hang Colgate-Palmolive phai 
rut lai kem danh rang ten “Cue” (tin hieu) tai thi tnrbng Phap vi tu nay mang y 
nghia tiic tiu tai nubc nay. hay hang Acatel khbng the kinh doanh tai cac tieu 
vuong quoc A rap vi thuong hieu cua ho cb nghia la “ke am sat" theo tieng dia 
phuong. De urpt qua dupe rao can ngbn ngu. nhibu lap doan da qubc gia da quyet 
dinh tha> doi hoac dieu chinh ten thuong hieu cho phu hop vbi mbi trubng \ an hoa 
tai do. 

/. 3.5. Hieu tuong nhan tao 

La hien tuemg dupe tao ra boi con ngubi nhu cac cbng trinh nghe thuat. kien 
true, cbng nghiep. Cac san pham ma chung ta tieu dung cung dupe xem nhu hien 
tuong nhan tao va the hien lbi song. Vi du nhu xe hoi. may tinh. dien ihoai di dong 
dupe xem la nhumg hien tupng nhan tao tu nen v an hoa phuong Tav. 
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2. Cac hoc thuyet van hoa irng dung trong Marketing 

Sau day trinh bay hai hoc thuyet v&n hoa dirge su dung pho bien trong hoach 
dinh chien luge Marketing da van hoa, do la hoc thuyet ve moi trudng van hoa 
giao tiep cua Hall vd mo hinh cac yen to khc'ic hiet vein hoa cua Hof stale 

2.1 . Hoc thuyet ve moi trudng van hoa giao tiep cua Hall (1976) 

Hoc thuyet ve moi trudng van hoa giao tiep do Hall, giao su, chuyen gia van 
hoa ngudi Mv. dua ra vao nam 1976 trong cuon sach *’ Ben kia cua van hoa". Theo 
ong, giao tiep khong the tach rdi moi trudng van hoa bao quanh. Trong mo hinh 
v3n hoa cua ong. Hall xac dinh bon dac tinh co ban cua van hoa, bao gom thdi 
gian. khong gian, hodn canh vd ludng thong tin. Ong dac biet nhat manh den vai 
tro cua hodn canh van hoa trong do tien hanh cac cuoc giao tiep. vi chinh tir nlnrng 
hoan canh nav ma cac khac biet van hoa giao tiep se dirge lam rd (tham chi ngudi 
tham gia doi thoai cung khong y thuc dugc anh hiromg nay). Cho nen. ong da phan 
biet hai hoan canh hay moi truang vSn hoa giao tiep khac nhau: nwi tru&ng gidu 
thong tin can gidi ma vd nwi truvng it tlidng tin can gidi nui Theo Hall: 

- Mot giao tiep tien hdnh trong mot moi tnrang van hoa gidu thong tin can 
giui met thirang cung cap nhirng thong diep khong rd rang, clni yen Id cac thong tin 
phi ngon ngir Vice giai ma thong diep hodn toon phu thuoc vdo ngudi nhdn. 

- Trdi lai. mot giao tiep trong mot moi trudng van hoa it thong tin thudng Id 
ede thong diep co noi dung rd rang, noi dung thong tin dugc trinh hay true tiep. 
ngudi nhdn khong can phdi mat nhieu cong sire de tint hieu vd nam hat. 

Noi mot each khac. mol quang cao thuc hien trong moi trudng van hoa giau 
thong tin co the rat truu lugng \ i v nghia thong diep phu thuoc chat che vao moi 
trudng van hoa bao quanh. Do vay, ngudi nhan can phai sir dung von hieu biet. von 
kiC*n thuc ea nhan ve nen van hoa sd tai de co the giai thich dung va hieu dung 
thong diep dua ra. Ngugc lai. mot quang cao thuc hien trong moi trudng van hoa it 
thong tin thi se gidi thieu day du cac thong tin can thiet. chinh xac \a day du nhat o 
mure co the cho ngudi nhan. 

Hoc thuyet moi trudng van hoa giao tiep cua Hall da dugc kiem clurng a him 
10 quoc gia khac nhau. Ket qua cho thay nhung nude cd moi trudng \an hoa giau 
thong tin can giai ma la Nhat Ban va nhieu nude chan A khac. Ngugc lai. cac nude 
co moi tririmg \an hoa it thong tin la Thuy Sy. Due. cac nude Bac Au. \a nude My. 
Cac nude Phap. S'. Ta\ Ban Nha. Anh thi nam d giua hai cue Hoc thuyet cua Hall 
dugc ap dung rat nhieu trong cac nghien cuu Marketing, dac biet trong linh urc 
truyen thong, quang cao va dem lai nhieu ket qua quan trong. giup tang hieu qua 
quang cao d quy mo toan cau. Rat nhieu nha nghien cuu da chi ra dirge sir khac biet 
ro net ve noi dung va phong each quang cao tai cac quoc gia khac nhau khi su dung 
mo hinh cua Hall. \’i du. Rice va Lu (1988). I in (2001) da lien hanh so sanh doi 
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chieu cac quang cao tai Trung Quoc va My, hQ thay rang quang cao Trung quoc ihi 
it thong tin hon so voi cac quang cao tai My. Tuong tu, Taylor (1997) va Kim 
(1998), Yoon va Cropp (2000) cung thu dugc cac ket qua nhu tren khi so sanh 
quang cao Han Quoc - My. Ket qua cac nghien cuu ve quang cao Nhat - My cung 
khang dinh mot Ian nua nhan djnh cua Hall ve moi truong van hoa giao tiep. 

2.2. Ngltien am cua Hofstede - mo hinh xac dinlt cac yen td klidc biet van hoa 

Cac nha quan trj Marketing toan cau deu mong muon tim kiem dupe nh&ng 
chien luge thj truong phu hop nhat doi voi nguoi tieu dung tai moi nuoc khac nhau. 
De dap ung nhu cau nay, huong nghien cuu cua cuoi nhung nam 60, dau nhirng 
nam 70 dcu tap trung vao '‘van hoa quoc gia \ Cac nghien cuu co gang lam rd 
nhung dac diem van hoa, giup ho phan biet nguoi tieu dung cua quoc gia nay vdri 
nguoi tieu dung cua quoc gia khac, tir do dua ra nhung chinh sach san pham, truyen 
thong, phan phoi, gia ca tuong dong hoac khac biet so voi nhung chinh sach 
Marketing dang duoc ap dung tai nuoc so tai. Mot trong nhung nghien cuu ve khac 
biet van hoa co tieng vang Ion nhat, voi quy mo rong nhat (72 quoc gia) la mo hinh 
nghien cuu cua Hofstede cung dong nghiep trong vong 6 nam (1967 den 1973). 
Theo uoc tinh. tren 10.000 nhan vien IBM tren 50 quoc gia khac nhau da tham gia 
tra loi ban dieu tra cua Hofstede va dong nghiep. Co so dir lieu khong 16 nay da 
mang lai nhung gia trj to Ion cho nghien cuu da van hoa cua Hofstede. Ket qua cua 
nghien cuu cho thay van hoa quoc gia co 5 dac tinh (gia trj van hoa) nhu sau: 
khoang each quyen lire, kiem sodt mire do rui ro, nam tinh/nir link chit nghia ca 
nhan hay chit nghia tap the va djnh hirimg lhai gian ddi han ! ngdn han. Chung ta 
cung lam ro 5 dac tinh nay 6 cac phan duoi day. 

2.2.1. Kit oti n g cite It quyen lire 

Diic tinh nay clu mire do nut cite thinth vien ii quyen lire nhat trong to chirc 
chip nhan hay ki vong rang quyen lire dime phan phi)i khong hinh dang. Tai cac 
quoc gia ma khoang each quyen luc cao. moi ca nhan deu biet duoc \ i tri cua minh 
va dia vi xa hoi co y nghia rat quan trong de the hien quyen luc dang nam giur. Trai 
lai, nen van hoa co khoang each quyen luc thap de cao su binh dang va co hoi phat 
trien ca nhan. Cac nuoc nhu My, Canada, Anh co chi so khoang each quyen lire 
thap. trong khi da so cac nuoc con lai deu co chi so khoang each quyen luc tuong 
doi cao. dac biet la o cac nuoc chau A nhu Nhat Ban. Thai Lan. Han Quoc. 

2.2.2. Kiem sodt mire do rui ro 

Kiem sodt mire do rui ro cho thay each thirc cct nhan tir ehoi nhirng gi khong 
elide chan hay khong ro rang trong moi truong cuu ho va tim each tir hao ve minh 
trirde nhirng rui ro ndv. Tai cac nuoc ma muc do kiem soat rui ro cao. nguoi ta 
thay rang cac nguyen tac hoat dong cua he thong xa hoi rat ro rang, ranh mach, 
dieu nay cho phep phoi hop nhieu luong thong tin khac nhau tir nhieu to chuc khac 
nhau. Trai lai, nen \an hoa co muc do kiem soat thap thi co xu huong chap thuan 
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cac tinh huong khong ro rang, dua tren cac quyet djnh chi dao chung chung. thay vi 
dira vao luat va quy dinh. Trong mot nghien cuu ap dung mo hinh Hofstede nam 
2004, Daechun da cho thiy quang cao Han quoc thuoc ve van hoa co muc do kiem 
soat rui ro thap (chi six dung phircmg phap gian tiep de thuyet phuc nguoi tieu dung 
mua san pham), trong khi do quang cao My dupe xep vao van hoa co mire do kiem 
soat cao (sir dung thuyet phuc true tiep nhu cau true logic va moi quan he nhan qua). 

2.2.3. Nam tinh/nit tinh 

Ddc tinh nay chi ra viec nhan manh vao cac gid trj nam tinh hay nu tinh 
trong xii hoi. Gia trj van hoa nam tinh quan tarn nhieu den sir canh tranh. su quyet 
doan, tham vong, sir tich luy cua cai vat chat, sir thanh cong. Trai lai. cac gia tri 
trong tarn cua nen \ an hoa nix tinh la sir quan tarn den moi quan he \v\ nguoi khac 
va chat lupng cuoc song. Hon nua, trong nen van hoa nam tinh, sir bat binh dang 
nam nu the hien manh horn so voi cac nen van hoa nu tinh. Cac nuoc nhu Nhat. V, 
Uc, Venezuela dupe xep vao van hoa nam tinh, trong do Nhat co gia trj nam tinh 
manh nhat. trai lai Ha Lan, Thuy Dien va Dan Mach lai dupe xep vao van hoa nir 
tinh, trong do Thuy dien co dac diem nu tinh manh nhat. 

2.2.4 . Chit nglua ca nlian/cltti nglua tap the 

Dac tinh citoi cling chi muc do cd nhan tu ddnh gid ban than tlwo nhdm mu 
ho tham gia lam thanh vien hay theo chinh ban than ho. muc do ho ini lien ijuycn 
lai cd nhan hay quyen hi ban than, muc do doc lap hay phu thuoc vao nhdm. Tai 
cac nuoc de cao chu nghla ca nhan, nguoi dan chi quan tarn den ban than ha\ gia 
dinh ho, trong khi cac nuoc theo chu nghla tap the lai quan tarn nhieu hem den viec 
tirong tac va trao doi voi cac thanh vien khac trong nhom. Gia trj quan trong trong 
nen van hoa ca nhan lien quan chat che den ca nhan, trai lai trong nen van hoa tap 
the. hinh anh ca nhan dupe xay dung thong qua he thong xa hoi cua ca nhan do. 
Cac nuoc nhu Canada. My. Anh va Uc dupe xep \ ao \ 5n hoa ca nhan. \a khoang 
each quyen lire thap. Trai lai cac nuoc nhu Guatemala. F.quator ha\ Singapo lai la 
nhung nuoc co \ an hoa tap the va khoang each quyen lire cao. 

2.2.5. Djnh hitting thtii gian (lai hqn/ngdn linn 

Chi so cuoi cung moi dupe Hofstede bo sung vao nam 1993. con co ten goi 
khac la chi so \ an dong theo thuyet Khong tu, dupe nghien cuu tren sinh vien o 23 
nuoc tren the gioi. Chi so nay nhdm the hien su quan lain cua xd hoi den tuong lai 
so vtii qua khu hay hien tqi . Nhung gia tri lien quan den dinh huong dai han la sir 
can kiem. tinh kien tri, quan he vj the. Nhung gia tri ngan han gan lien voi nhung 
tuyen bo qui chuan. sir diem tinh va on dinh ca nhan. ton trong truyen thong, there 
hien cac nghla vu xa hoi. Cac nuoc co dinh huong dai han la Nhat. Trung Quoc \a 
cac nuoc Chau A khac. cac nuoc phuong Tay thuong co dinh huong ngan han. Ca 
hai loai gia tri dai han va ngan han deu co tiromg quan thuan va nghich voi nhung 
gia tri cua thuyet Khong fir. Cac quoc gia co dinh huong ngan han thuong chin anh 
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huang manh me cua cac ton giao duy than nhu dao Thien chua, dao Hoi va dao Do 
thai. Hai quoc gia dien hinh cho cac quoc gia co dinh huang thai gian ngan han la 
My va Pakistan. Trai lai. cac quoc gia co djnh huang thai gian dai han thuong theo 
dao Phat (da so cac nuac chau A), dao Than (a Nhat) va dao Hindu (An Do). 

Duai day la mot vi du ap dung 5 dac tinh van hoa cua Hofstede de so sanh sir 
khac bict van hoa giura Phap va mot so nuac chau A trong nghien cuu cua Marcus va 
Gould (2001). Chung ta de dang nhan thay la sir khac nhau ca ban giura hai ben tap 
trung \ ao dac tinh "van hoa ca nhan - van hoa tap the) (IDV) va **nam tinh'nir tinh n 
(MAS). Dac tinh thu 5 “dinh huang thai gian dai haamgan han'* (LTO) chi thay xuat 
hien tai cac nuac chau A chir khong xuat hien trong truang hap nuac Phap. 



Ifin/i 9.1: Cac due tilth van Iwa cua Hofstede dp dung cho Phap 
va nipt so ntrdc Chau A. 

Co the noi nghien cuu ve khac biet van hoa quoc gia cua Hofstede da tro 
thanh mot kirn chi nam cho rat nhieu cac ung dung, nghien cuu trong llnh \uc quan 
iri doanh nghiep. dac bict la quan tri Marketing. Theo danh gia cua nhieu chuyen 
gia Marketing, dac tinh vein hoa cd nhan van hoa tap the co phan noi troi han so 
vai 4 dac tinh con lai. vi gay anh huang true tiep den rat nhic*u dac diem cua ca 
nhan. vi du nhu xay dung ban ngei edi toi . vai tro cua nguai khac. gia tri cuoc song, 
phong each song, dong ca va hanh \ i ticu dung. Bang duai day tom tit nhung anh 
hirmig chinh cua dac tinh van hoa nay. 
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Bang 9.2: Due link van lion cd nltdn/tap the vd cue due diem i d nhan. 


Van hoa ca nhan 
(My, Canada, Uc) 

V an hoa tap the 

(Trung Qnoc, Hong Kong , Nhat Ban) 

Xay dung 
ban nga 
cai loi 

Duoc xac dinh dira tren cac 
thuoc tinh noi tai va dtic tinh 
ca nhan 

Duoc xac dinh theo nguoi khac. gia 
dinh. nhom ban be, moi truong xung 
quanh 

Anh 

huong cua 

nguoi 

khac 

Danh gia ban than: Cac 
chuan mire so sanh xa hoi, 
nguon gia tang gia tri ban 
than 

Xac djnh ban nga edi loi : Quan he voi 
nhung nguoi khac se quyet dinh bun 
ngii cai loi va anh huong den so thich 
ca nhan 

Cac gia tri 

Dira tren phan bict ca nhan 
voi nhom va cac dac diem 
cua van hoa ca nhan 

Dua tren su phu thuoc va thiol lap cac 
moi quan he giao hao voi nguoi khac 

Dong co 

Tap trung vao sir khac biet va 
nhu cau tro thanh nguoi duy 
nhat 

Tap trung vao sir giong nhau \ a nhu 
cau duoc hoa dong voi so dong 

Hanh vi 
tieu dimg 

The hien nhu cau va so thich 
ca nhan 

Chju anh huong boi so thich va nhu 
cau cua nguoi khac 


Rat nhieu nghien ciru da chi ra rang, ngiroi tieu dung thuoc nen van hoa ca 
nhan thubmg sir dung phuong (hire xur ly thong tin trung lam (can cir vao npi dung 
cua thong diep). trong khi ngirai lieu dung thuoc nen van hoa tap the lai sir dung 
phuong thirc xu ly thong tin ngoai vi (can cir vao mau sac. sir hap dan cua thong 
diep. nguon truyen thong). Cac quang cao dupe tricn khai trong moi truong van 
hoa ca nhan thubmg co npi dung thong tin rat chi tiet. ly le thuyet phuc va chi tap 
trung vao nhung thuoc tinh noi troi cua san pliant. Trai lai. quang cao trong moi 
truong van hoa tap the thudmg huong den sir noi tieng cua nguon truyen thong, su 
hoa hop cua nhom (nhir gia dinh. nhom ban be. dong nghiep...). Nhieu nghien ciru 
ve cac chu de quen thuoc trong quang cao nhir tinh Itai hude. sir so hai. gia dinh. 
dao dire... cung chi ra dupe nhirng sir khac biet \an hoa ro net. dieu do eo nghia la 
ngirbi tieu dimg lai eae nuoc khac nhau thi nhan (hire quang cao khac nliau. Nguoi 
tieu dimg thuoc nen van hoa ca nlian thuimg nhay cam lion \ iVi cac thong diep \ e 
lai ich ca nhan hoac loi ich kinh te. trong khi do nguoi tieu dung thuoc van hoa tap 
the lai thien ve cac chu de gia dinh. moi quan he nhom va muc dich chung. Dieu 
nay cho thay quang cao phai co nhung chicn luoc thuyet phuc khac nhau. phii hop 
voi moi truong van hoa cua nguoi tieu dung. 
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3. Anh hiring ciia ton giao 

Ngoai cac nhom van hoa theo vung hay quoc gia nhu da noi o iren. su hinh 
thanh nhom van hoa cung dua tren niem tin ton giao. Ton giao mang den cho ca 
nhan tap hop niem tin va gia trj tao nen nhung nguyen tac irnu xu hoac huong dan 
hanh vi ciia ngircri tieu dung. Ton giao cung thiet lap lien ket de tap hop cac ca 
nhan va tao sir khac biet giira cac nhom. Vi du. nguoi theo dao Tin lanh cho ring 
lam viec vat va se dan den thang tien xa hoi. Nguyen ric nay da tham nhap vao vSn 
hoa My vi da so ngucri My goc Anh deu la nguoi tin lanh. Luon nhan manh den 
nhung dieu kien rang buoc chat che khi gia nhap dao Thien Chua. cac thay dong co 
anh huong Ion doi voi cac thanh vien theo dao va co the lam giam tinh each ca 
nhan. Trai lai, dao Do thai de cao tinh ca nhan va tu giao due de nang cao cai tien 
sang tao va gpi mo nhu cau hoan thien ban than cao hem. 

Ton giao gay anh hucmg den hanh vi tieu dung. Mot nghien ciru chi ra ring 
nguoi tieu dung Do thai (so voi nhung nguoi ngoai dao) thuomg lay thong tin tir 
bao chi. tir thanh vien cung nhom hay cac khoa dao tao dac biet. thich thir nhung 
san pham moi va cung cap thong tin cho nguoi khac, co xu huong nho nhieu thong 
tin hon. Mot nghien ciru khac lien quan den cac hoat dong giai tri cuoi tuan chi ra 
gia ca duoc xem la yeu to quan trong nhat doi voi nguoi theo dao Tin lanh. nguoi 
theo dao Thien chua lai thich di khieu vu hon cac nhom khac. 

Nhu vay, ton giao co the du bao dupe xu huong tieu dung voi mot so loai 
san pham va djeh vu. Giao phai Mormons (dong Thien chua chinh thong) cam 
sir dung rupu. thuoc, ca phe, trong do co ca nuoc cola. Nguoi theo dao Do thai 
khong dupe an thit Ion. va tat ca loai thjt gia cam deu phai dupe chimg nhan la 
thuc an thuan danh cho nguoi Do thai. Nguoi Hoi giao khong dupe an thjt Ion 
va uong rupu. Hang nam. ho phai nhjn an mot thang vao ban ngay (thang 
Ramadan). 

Nhom van hoa theo ton giao dupe the hien ro rang tai time khu vuc tren 
the gioi. Tai An do, da so nguoi dan la nguoi Hindu, nhung cac nhom Hoi giao. 
Thien chua va Sikh cung kha dong, ho cung co nhung hinh thuc tieu dung rieng. 
Do dao Hindu la dao chinh (quoc dao) va 3n chay (khong an thjt). nhung nha 
san xuat do an va m^ pham An do phai sir dung cac loai dau an co nguon goc 
thuc vat. Ton giao Sikh cam 3n thjt bo va hut thuoc la. Cuoi cung. mau xanh la 
cay rat co y nghia voi nguoi Hoi giao. chinh vi vay cac san pham thuong co bao 
goi mau nay. 

Dao Phat thi rat chit trong den cac hanh vi mang tinh huong thien. quang dai 
va noi tarn: cac gia trj djnh huong xa hoi (hoa binh. su curu roi. khoan dung, dao 
ly). coi trong tarn linh. su hai hoa noi tai. Tir do dan den hanh vi tieu dung ciia 
nhung nguoi theo Dao Phat la an chay. su dung cac loai thuc pham it beo va calo. 
tict kiern trong tieu dung, khong thich nhung hang hoa dem lai su pho truong. xa 
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hoa, quan tarn nhieu den nhung hang hoa dem lai loi ich cho nhung nhom nguoi 
khac va xa hoi noi chung (nhung san pham lam tir thicn, bao ve sire khde, bao ve 
moi truong,...). 

II.GIAI CAP XA IIOI VA HANH VI TIEU DUNG 

1. Khai niem ve giai cap xa hoi 

1.1. Khai niem giai cap xa lioi 

Ca nhan irong mol xa hoi co the dupe nhom lai theo dia vi xa hoi, lao nen 
giai cap xa hoi. Su phan biet giai cap la can thiet vi thanh vien cua mot giai cap 
thuong chia se cac kinh nghiem song, cung nhu gia tri va cac hinh thuc tieu dung 
giong nhau. Tuy nhien, co su khac nhau giua cac nhom. Hau nhu moi xa hoi ddu co 
su phan chia giai cap xa hoi, theo do mot so ca nhan hay nhom co dia vj cao hem so 
voi nhung nguoi khac. Giai cap xa hoi nay bao gom cac ca nhan co hanh vi va I6i 
song khac so voi thanh vien cua cac giai cap khac. Thanh vien cua mol giai cap xii 
hoi co xu huong chia se cac gia tri va hinh ihdi lieu dung. Chung ta can ghi nho 
ting giai cap xa hoi khong phai la nhumg nhom chinh thuc voi ban sic ro rang, ma 
chi la sir tap hop cac ca nhan co cung kinh nghiem song. 

1.2. Plitin loai lie thong giai cap xa hoi 

Da so cac xa hoi deu co 3 giai cap chinh: giai cap thupng lieu, trung lieu va 
binh dan. Tuy nhien cung co nhirng each phan biet cu the hon a moi nuoc. Mac du 
da so cac xa hoi deu co cau true phan cap rieng, quy mo va thanh phan giai cap phu 
thuoc vao mire do giau co tuong doi cua dat nuoc. Vi du, neu so sanh voi nuoc My. 
nuoc Nhat va Scandinavia deu co giai cap trung luu dong hon. Dieu nay the hien su 
cong bang xa hoi cao hon tai hai nuoc nay so voi cac xa hoi khac. 

Dieu ly thu la giai cap thuomg luu trong cac xa hoi kha giong nhau vi co xu 
huong toan cau hoa va quoc te hoa. Trai lai. giai cap binh dan thuong thich van hoa 
dja phuong- do khong y thuc duoc anh huong cua cac nen van hoa khac. Ket qua 
la hg co xu huong tro nen khac biet nhat so voi cac giai cap khac ve loi song, trang 
phuc cung nhu hanh vi an uong. Giai cap trung luu thich vay muon tir cac van hoa 
nhom khac vi thuong muon tien len cac giai cap cao hon. Ngay ca khi thanh vien 
cung mot giai cap chia se voi nhau nhirng gia tri chung. ho van bao ve cac gia tri 
nay theo nhieu each khac nhau. 

1.3. Anh htrdng cua giai cap xa Iwi 

Cau true giai cap xa hoi gay anh huong manh den chuan muc. gia tri va hanh 
vi. Neu thanh vien cua mot giai cap xa hoi thuemg xuyen trao doi v oi mot giai cap 
khac (mot each chinh thuc hay khong chinh thuc). ho de bj anh huong boi cac ca 
nhan cung giai cap hon la nhirng nguoi 6 giai cap khac. Chit y la giai cap xa hoi 
khong phai la gioi han van hoa, chung chi phan anh viec nhirng ca nhan co kinh 
nghiem song giong nhau (loi song va hanh vi nhu nhau). 
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D6i khi chuan muc va hanh vi ticu dung cua mot giai cap na> co the anh 
huong den nguai lieu dung thuoc giai cap khac. Mot hoc thuyet noi tieng ve giai 
cap .xa hoi. hay dupe trich dan co ten la "hieu ling dung nude chav", theo do giai 
cap thap hon bat chuoc cac xu huong tir giai cap cao hem. Vi du. then trang cua giai 
cap thupng luu hay dupe cac giai cap khac bat chuoc. Hieu ung tren xay ra vi ca 
nhan thuoc giai cap thap muon thay doi v i the xa hoi cua ho. lien len giai cap cao 
heat. I Ip chap nhan anh huomg cua giai cap thupng luu neu thieu cac kien thirc van 
hoa. tir do nhan dinh ve nhung gi co the hoac khong chap nhan dupe. Vi du, giai 
cap trung luu thudmg nltin len giai cap thupng luu de tim kiem dinh huong v3n hoa 
trong am nhac. nghc thuat. van hoc... Tuy nhien. hien nay co xu hutmg dicn ra 
ngupc lai. do la quan bo danh cho giai cap binh dan dupe ua chupng bai giai cap 
thupng luu. 

1.4. Xdc dinli giai cup xii hoi 

Muon danh gia anh huomg cua giai cap xa hoi len hanh vi lieu dung, can xep 
loai nguai tieu dung vao cac giai cap xa hoi khac nhau. I ren thuc te. cong viec nay 
khong he dem gian vi cac nhan to xac djnh chinh xac giai cap xa hoi v an con dang 
la de tai tranh cai tir nhieu nam nay. 

1.4.1. Thu nltfip v<i giai cap xa lipi 

Mot so nguiri tin rang cang nhieu tien thi vj the xa hoi cang cao. Tuy nhien 
day khong phai la suy nghl dung. Thu nhap khong lien quan den giai cap xa hoi do 
mot so lv do sau day: 

- Muc do thu nhap lien quan den moi giai cap xa hoi, dac biet la giai cap binh 
dan va trung luu. Vi du. mot so nguai lao dong tay chan co thu nhap cao horn ngucri 
lam viec van phong. mac du ho khong co dia vj xa hoi cao hem. 

- Thu nhap tang len citng voi tuoi tac. nhung khong co nghia la nguai lam 
viec lau nam lai co dia vj xa hpi cao hon. 

- Tai nipt so nuac. so lupng cac gia dinh ma ca hai \p chong deu di lam gia 
tang nhanh nen tang thu nhap nhung khong tang dja \ j \a hpi. 

Nhu vay. mac du thu nhap la mot nhan to lien quan den giai cap xa hpi. cac 
nhan to khac cung can phai dupe xem xet de co dupe cai nhin chinh xac. Mot so 
nha nghien cuu ly luan rang thu nhap du bao hanh vi tieu dung tot hem giai cap xa 
hoi. Tuv nhien. quan diem chung van cho la ca hai nhan to deu quan trong trong 
vice giai thieh hanh vi trong nhieu tinh huong khac nhau. Giai cap xa hpi co xu 
huong tro thanh tieu chi dir bao tot hem cho tieu dung khi phan anh dupe loi song 
va gia trj. Vi du. ca giai cap binh dan va trung luu deu thieh do go not that, giai cap 
trung luu thieh chi nhieu tien de trang bj cho nha cua. Trai lai. thu nhap chi huru ich 
khi giai thieh tieu dung san pham hay djeh vu khong lien quan den hieu tupng x3 
hoi nhu du thuyen hay cac phuang tien giai tri. nhung lai doi hoi nhung chi phi 
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phu. Ca giai cap xa hoi va thu nhap deu can thiet de giai thich hanh vi lien quan 
den bieu luong dia vj va cac chi phi quan trong nhir mua nha hay xe hoi. 

1.4.2. Si*he nghiep va trinh do hoc van 

Ycu to xac djnh vj the xa hoi quan trong nhat la nghe nghiep. dac biet trong 
van hoa phuomg Dong. Mot so nghe nghiep. nhat la nhumg cong vice doi hoi trinh 
do hoc van cao. ky nang tot. dugc dao tao tot tlurong dugc coi trong va danh gia 
cao hon so voi nhung nghc khac. Horn nira, ca nhan lam ciing nghe thirong co sir 
giong nhau ve tlui nhap. phong each song, kien thirc va gia trj. 

Giao due hay trinh dp hoc van cung la mot ycu to then chot cua nghe nghiep 
va giai cap xa hoi. Tren thirc to. trinh do hoc van dugc coi la yeu to anh lurong 
dang tin cav den thu nhap va chi tieu. Mien nay nhu cau ve nhan lire co trinh do cao 
ngay cang gia tang va thirong danh cho nhumg cong vice co thu nhap cao. Ngoai ra. 
ngiroi co trinh dp hoc van cao cung thirong doc nhieu horn, di du lich nhieu hon va 
it ngai ngan khi thu nghiem nhung sail pham hay dich \ u moi. 

1.4.3. Cac chi so klidc cua giai cap xa lioi 

Cac yeu to khac nhu khu vice sinh song, titi sun. nen tang gin dinh moi 
trm'mg lam vice cung gop phan xac dinh giai cap xa hoi. Khu \ ire ma cluing la 
dang song cung nhu loai nghe nghiep ma chiing ta dang lam la nhirng dan hieu ro 
rang the hien dia vj xa hoi. Neu xet theo nen tang gia dinh. cac nha nghicn aru 
phan biet giira danh tieng dirge thira huong tir ong ba. cha me voi dia vj dal dupe la 
ket qua cua nhumg no luc ca nhan phan dau trong nhieu nam. Dia vj thira ke dupe 
xem la diem klioi dau de tim hieu gia trj va dieu chinh cae no lire ca nhan. Nhu 
chiing toi da noi Iren day. thanh vicn cua mot giai cap xa hoi thuong trao doi voi 
nhau. nhu vay moi tnrimg lam vice cung la mot each de xae djnh vi the xa hoi. 

1.4.4. Chi so ve dia vjxii lioi 

Tat ca cac nhan to gioi thieu tren day deu phai dugc xem xet khi xae djnh dia 
vj xa hoi. va cae nha xa hoi hoe da xay dung nhieu loai chi so dc thue hien nhiem 
vu nay. Qua nhieu nam. hai ehi so dugc su dung nhieu nhat la (In so cue Jut diem 
cua dia vi va chi so vi the xd hoi. Cac cong cu na\ da dirge trien khai tir nhirng nam 
1940 va 1950 va moi day bi chi inch va can phai dieu chinh lai \ i mot so l\ dv> sau: 

- Truoc het. thang do lirimg cac bien so chinh nhu giao due. nghe nghiep hay 
hang xom dira vao mot xa hoi da khong con ton tai. 

- Thu hai. cac ehi so nay khong do luirng chinh xae cae ho gia dinh hai \g 
chong ciing di lam. thirong co thu nhap cao nhung lai khong co dia \i eao so \oi ho 
gia dinh chi co mot nguoi lam vice. 

- Thu ba. nhung chi so truoc day chu ycu dua vao phong van trong mot cong 
dong (goi Id phmrng phdp danh tieng). Cac chi so nay hien nay rat kho trien khai \ i 
khach hang thirimg khong biet hang xom cua ho la ai. lam \ ice gi. 
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De giai quyet cac van de nay, cac nha nghien ciru dang tang cucmg sir dung 
cac chi so hien lai nhu Chi so dia vi. Cac chi so nay danh gia trinh do hoc van, nghe 
nghiep, khu vuc sinh song cung nhu thu nhap cua nguoi lieu dung. Khong giong 
vcri viec sir dung phuong phap danh tieng tuong doi phirc tap. chi so sir dung kha 
de dang doi voi nguoi phong van (de kiem soat) cung nhu doi vcri nguoi tieu dung 
khi tra lai. 

Khi nguoi tieu dung la tong the thong nhat ciia nhieu yeu to khac nhau, giai 
cap xa hoi dupe xac dinh kha de dang va xay ra hien ticqng ket linh dia vi. Doi khi, 
ca nhan yeu ve mat nay nhung lai manh ve mat khac. Nhu vay. mot bac sy moi den 
tur mot thanh pho Ian can se co su khac biet ve nghe nghiep, thu nhap. viing Ian can, 
va nen tang gia dinh. Trong mot so tinh huong, nguoi tieu dung co the bi khung 
hoang va lo lang vi khong biet chinh xac ho dang dung tai dau. Dieu nay cung gay 
kho khan cho nguoi lam thj trucmg de phan loai chinh xac giai cap xa hoi cua 
nguoi tieu dung. 

2. Xu huong thay doi chinh cua giai cap xa hoi 

Cau true giai cap xa hoi khong nhat thiet phai la mot he thong bat bien. Mot 
so xu huong va trao luu tao nen su thay doi trong cau true giai cap xa hoi. Co 3 xu 
huong chinh nhu sau: 

- Thang tien 

- Ha bac 

- Tan ra giai cap xa hoi 

2.1. Tilling tien 

Trong mot so truirng hop. ca nhan co the dal ducrc nhung vi the cao hon trong 
xa hoi. Thang tien thuemg dat duoc nho vao nhung thanh tich giao due va nghe 
nghiep. Noi each khac. cac ca nhan 6 giai cap binh dan va trung luu co the danh 
duoc mot so lai the ve co hoi giao due. dac biet la giao due o bac dai hoc. giup ho 
co dieu kien tliuan lai de dat duoc nhung dia vi nghe nghiep cao hon. "Giao due lit 
tain ve lot nhat doi vcri giai cap trung lint". 

Tuy nhien. thang tien khong phai la dieu don gian va de dang. Cac giai cap 
thap. thirong phai doi mat voi nhung nguon luc kinh tO va hoc \an rit han che. 
khong co nhieu co hoi hoc lianh. Vi the. ho thuimg khong co nhi^u tham \ong d6i 
vtii nhung cong \ ioc co dia \i cao trong xa hoi (so voi giai cdp trung luu hay 
thuong luu). Ngay ca sau khi thang tien. hanh vi ca nhan van chiu anh huong manh 
me cua cac yeu to tao nen giai cap vi hanh vi lien quan voi giai cip xa hoi trong do 
ho dupe sinh ra. trucmg thanh va thanh cong. Cdn chii y la muc do thang tiOn co thd 
thay doi theo timg nen \an hoa. Cac nuoc phuong Tay thuong tao nhieu co hoi 
thang tien hon. 
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2.2. Ha bac 

Ha bac hay viec bj chuySn sang mot giai cap thap han, dang co xu huang 
tang nhanh tai mot so xa hoi cong nghiep. Mot so lupng lan ca nhan, tir Tong 
giam doc den nguai lao dong thu cong, deu bi mat viec khi cac cong ty giam 
quy mo hoat dong, giam chi phi kinh doanh trong giai doan suy thoai kinh te. 
Khi cac cong viec tot khong con thi cung la thai diem thinh hanh cua giai cap 
trung liru. 

Lam phat chinh la mot trong nhung nguyen nhan tao ra sir ha bac giai cap. 
Khi lam phat cao. tien khong co gia trj, nguai lao dong cam thay ap lire phai lam 
viec lau hon va nhieu han. Do dii ca hai vp chong deu di lam thi cac chi phi dau tir 
cho con cai cung lam tang them ganh nang tai chinh. Cac yeu to nay tao ra ap lure, 
de doa an toan cuoc song cua mot so gia dinh. Them vao do, do nhu cau mua do 
dung tang len, nhieu gia dinh thuong liru va ha luu dang phai rat kho khan de giir 
vimg phong each song theo dia vj cua ho. 

2.3. Tan ra giai cap xa Itoi 

Phan biet giai cap thurong bat dau bang mot hien tuong goi la sir tan ra giai 
cap xa hoi, hay sur bien mat cua sir khac biet giai cap. Vice tan ra phu thuoc vao 
mot so yeu to: 

- Thur nhat, ca thang tien va ha bac deu lam mo di ranh giai giua cac giai cap 

- Thu hai, sir gia tang cac phirang tien truyen thong dai chung giai thieu cho 
nguai tieu dung biet den cac gia tri, chuan mire cua cac giai cap khac de dat dupe 
muc do cao han truac day. Do do, ca nhan hien nay deu biet den cac giai cap khac 
va sat nhap cac dac tinh cua nhung nhom nay vao cac hanh vi rieng cua ho. 

- Thur ba. nhung tien bo cua cong nghe truyen thong dang gia tang su tuong 
tac giira cac giai cap xa hoi. Vi du. Internet cho phep ca nhan tren toan the giai giao 
tiep vai nhau ma khong quan tarn den giai cap xa hoi cua moi nguai. 

Nhung nhan to nay dan den sir xuat hien cua mot so giai cap cap thap him 
(giai cap ban cung), co nhung dac diem rieng ve gia tri va hanh \ i. Trao luu nay tra 
nen pho bien tren the giai hien nay do khoang each giau ngheo ngay cang tang. 

3. Anh huong cua giai cap xa hoi den hanh vi nguoi tieu dung 

Giai cap xa hoi thuemg dupe xem la nguyen nhan ha\ dong ca cua hanh vi 
thu nhan. tieu dung va loai bo hang hoa cua nguai tieu dung. Phan nay se lam ro 
cac khai niem chinh sail day: 

- Tieu cliing the hien hem than 

- Bien tict/ng dia vj 

- Tieu dung den hit 

- }' nglua atu tien hue 
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3.1. Tieu dimg the hien ban than 

Khai niem nay la vice thu nhein va tieu dung hang hda nhdm the hien cd 
nhan. con goi la “tieu dun’g de thay*\ thirdmg lien quan den giai cap xa hoi: do la su 
co gang bu dap nhirng thict hai hay thieu quan tarn chu y den tieu dung. Cac san 
pham tieu dung nham the hien ban than rat quan trong doi veri nguoi so huru. Vi$c 
danh gia cac san pham va dich vu nay gay nhieu tranh cai, do thong diep lien quan 
chi co the diroc truyen di neu nhung nguoi khac nhan biet dugc. 

Ban dau, hinh thirc tieu dung de thay chi tap trung the hien hanh vi cua giai 
cap thugng luu. nhirng ngiroi muon mua va tieu dung cac san pham vo cung dat 
lien, to ro gia tri va quyen lire cua ho. Ngay nay, tieu dung de thay xuat hien o hau 
het cac giai cap xa hoi. Vi du. mot gia dinh trung liru mua mot xe may sang trong 
de the hien cho ngiroi khac thay vi the cua ho. 

3.2. Hien tuong din vi va danh gia nguv'i khac 

Lien quan chat che den khai niem “lieu dimg de thay“ la \iec danh gia ngiroi 
khac dua tren nhirng gi ho so hiru. Noi each khac. san pham hade dich vu tnrthcmh 
hien tin/ng cua dia vi. thanh the cua ngiroi so hint trong giai cap xd hoi. 

Nliir vay. san pham rna nguoi tieu dung mua the hien giai cap xa hoi. tham 
vong xa hoi. dong thoi giai thich mot so hanh vi thu nhan va tieu dung cua ho. Giai 
cap trung luu thirong the hien tham vong co mot ngoi nha dep de dirge danh gia 
theo chieu huong tich cue. I Ion nua, mua cac san pham nay cung cho biet vi the xa 
hoi cua ho. NghTa la cac thanh vien khac trong cung giai cap xa hoi khong the mua 
dirge nhirng san pham nay - nhir vay nguoi tieu dung gia tang nhan thirc cua nguoi 
khac ve gia tri ban than hg. 

3.3. llinlt thirc tieu dimg den bii 

Mot ngiroi tieu dung dang phai trai qua nhirng lhang tram ha\ kho khan trong 
cugc song, dac biet la de lhang tien trong cong vice hay dia vj xa hoi. co the co 
gang bu dap cho sir thieu hut bang each mua nhirng san pham ma ho mong uoc nhu 
6 to. nha cua. quan ao dep. Vice mua nhirng san pham na\ giup ho lay lai gia tri 
ban than bi mat di. Nhu vay, tieu dung den hii Id hanh vi mua san pham hay dich 
vu nhdm hii dap nhirng that vong hay khd khan trong aide song. 

3.4. V ngliia cua tien 

Mot khai niem quan trong lien quan den giai cap xa hoi la tien Cac nha kinh 
tc dinh nghia lien la phirong tien Into doi hodc thanh loan chudn. Theo goc nhin 
nay. tien dap irng nuic dich chirc nang. cho phep ca nhan co the mua san pham can 
thict cho cugc song cua ho. Tlnrong thi y nghia cua lien vugt qua \ nghia su dung 
va tro thanh bieu tuong cua sir an toan. quyen lire, tinh yen va su tu do 

Ngiroi lam thi tririrng phai hieu ro ve tien va cac bieu tugng cua no de tim 
hieu cac hinh thirc lieu dung. Tien cho phep nguoi tieu dung co dirge dia \i xa hoi 
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mong muon (quan nicm truy6n thdng cho rang cang dia vj cao thi cang tieu dung 
nhieu). Y nghia cua tien khong dung lai 6 khia canh tien vat chat (tien giay. tien 
xu). Xu hiromg sir dung the tin dung gia tang cho thay vice chuyen doi nhu cau sang 
huong khong sir dung tien mat. Ngucri mua hang hien nay co the chon mua tren 
Internet, giiip ho giam thiri gian di chuyen va then gian mua sam tai cira hang. 
Duong nhien. nguoi tieu dung khac nhau ve each danh gia tien. Mot so ngucri thich 
tieu tien de mua cac san pham mo uoc, so khac lai lai bo qua mong muon ca nhan 
va giur tien lai giri tiet kiem. 

- Ticn co the tot mu cung co the xdu: Do la hai mat cua mot van de. 0 mat 
tich cue, tien dan den viec mua cac san pham can thiet nham nang cao chat luong 
cupc song, va co kha nang giiip do nguoi khac va xa hoi noi chung. Dieu nay cung 
dupe xem la phan thuong cho viec lao dong cue nhoc. 0 mat tieu cue. nhumg doi 
hoi ticn co the dan den am anh, ham loi, khong trung thuc, va nhung hanh dong 
gian doi nhu co bac, dT diem va nghien hut. Doi hoi ve tien cung tao nen nhung 
tinh cam tieu cue. nhu lo lang, that vong, gian dir va phan doi. Tuong lu. nhung 
nguoi co tien thuong thuong muon xa lanh nhung nguoi khac, ca nhan khong chia 
se tai san voi nguoi khac cung thuong bi xem la ich ky va tham lam. 

- Tien va hanh phiic : Niem tin chung la tien co the mua dupe hanh phiic 
khong con hoan toan dung. Vi du nhung nguoi rat giau lai thuemg khong co cuoc 
song hanh phiic. Ro rang, tien khong mua dupe tinh yeu, hanh phiic va tinh ban hay 
con cai. 

4. Dac diem tieu dimg cua mot so giai cap trong xa hoi 

Phan nay tap trung vao mot so giai cap rieng biet trong xa hoi. Do la: 

- Giai cap thuong luu. 

- Giai cap trung luu. 

• Giai cap binh dan hay tang lop lao dong. 

4.1. Giai cap thuong I mi 

Giai cap thuong luu trong da so cac xa hoi bao gom nhung ngucri thope Jong 
doi hoang toe. giai cdp tinh hoa (nhung nguoi gian moi noi) va giai cap trung lira 
(cong chin). Giai dp thuong luu va trung luu la hai nhom nho nhung lai rat thu 
hut sir chu v cua cac nha nghien ctru nguoi tieu dung va nha lam thj truong. 

Ihanh \ icn cua giai cap thuong luu chia se mot so gia trj. phong each song \a 
hanli vi tieu dung giong nhau. Nhung ngucri nay thuong thich dupe danh gia la co tri 
thuc, co y thuc chinh tri va xa hoi. Cac hanh vi tieu dung pho bicn cua giai cap nay la 
di xem ca nhac, nghe thuat, mua sach, choi the thao dat tien. di du lich (nhat la di du 
Ijch nuoc ngoai). danh thiri gian va tien bac cho nhung ly do chinh dang, chon cac 
truong hoc danh tieng cho con cai.... The hien ban than cung rat quan trong voi ho. 
dieu nay dupe boc 16 qua viec chon mua cac san pham chat luong cao. cac thuong hieu 
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noi tieng. Nhimg nguoi giau moi noi co duoc mot vj the dang ne \ a khoi tai san ko 
sii. Nhimg nguoi nay thuong phai lam viec rat vat va de co duoc ket qua hien nay. F 
hay sir dung tieu dung den bu de khang dinh dia vi cua minh trong xa hoi. Vi du nl 
mua cac san pham gia cao, de thay (oto Mercedes, dong ho Rolex. but may Blanc hi 
cac quan ao thdi trang hang dau the gioi). Mot dac diem khac cua gioi nguoi giau im 
noi la thich siru tarn cac san pham the hien gia tri nhu do go. tac pham nghe thuat, v, 
nuoi. oto hay do trang sue. 

Nhimg dac diem tren day khong co nghla gioi thuong liru la nhung nguoi i 
choi hoang phi. Ho tiet kiem va dau tu tien nhieu hom cac giai cap khac. Mot so ri 
co y thOrc ve gia ca. Khi di mua qua tang, chi 49% trong so ho la \ao cac cua han 
dat tien. Trai lai. khi di mua do cho ban than, ho lai theo duoi muc dich tieu dim; 
den bu. Giai cap thuong luu cung thich tim kiem thong tin tnroc khi mua hang hoi 
so \oi nhung giai cap khac va it khi xem gia la tieu chi cua chat luirng. thuong h 
dua vao cac dac diem hien co cua san pham. 

Can ghi nho la nhung mieu ta tren day chi mang tinh chat khai quit, hanh v 
co the tha\ doi trong giai cap thuong luu. Mot so nguoi thich theo duoi muc did 
tieu dung den bu. mot so khac lai co tinh thuc dung va bao thu hon. Vi the. chunj 
ta co the phan chia thanh cac nhom nho hon voi cac hinh thuc tieu dime dac thu vi 
rieng biel. 

4.2. Giai cap trang luu 

Giai cap nay chii yeu bao gom cong chtrc (nguoi lao dong co con trang). 
Nhung nguoi nay co viec lam on dinh. mua nhung do dung thjnh hanh. dau tu tot 
cho con cai. Giai cap trung luu cung muon nha dep trong khu pho noi tidng. co 
truirng hoc tot. Ho thich chi tien cho giao due. mua hang tai cac cua hang hoi dat 
mot chut, co chat luong cao. trung thanh voi mot thuong hieu ma ho yeu thich. 
quan tarn nhieu den do dung gia dinh. 

Mot dac Jicm noi troi cua giai cap trung luu la ho nhin \ao giai cap thiamg luu 
de tham khao mot so hanh \ i nhu chon do trang sire, thirc an ngon (nhat la un nhung 
ai muon thang tien gia nhap \ao gioi thuong luu). va cac boat dong giai tri phi) bien 
nhu danh gon. choi tennis, du thuyen... Xu huemg na\ dan den viec ho ha> di xem ca 
nhac. di du lich xa \ a giao due con cai each thirc tu hoan thiC*n ban than 

4.3. Giai cap lao Jong (Giai nip binli dan) 

Giai cap na\ chu yeu la nhirng nguiri lao dong. Hinh mau lieu bieu thuimg la 
nam gioi trung men. lam viec vat va. Nhung hinh anil na\ dang dan Jan thay doi 
trong nhung nam gan day. Giai cap lao dong dang tre hoa doi hinh. nhieu phu nOr 
tham gia hon. trinh do hoc van duoc nang cao. Nguoi lieu dung thuoc giai cap lao 
dong chu yeu dua vao gia dinh de tim kiem sir ho tro \e kinh te \a xa hoi. trong do 
co ca co hoi nghe nghiep \a nhung I in khuyen hay tu van. dac biet khi phai mua 
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ihimg mon do quan trong va can d£n sir giup da trong giai doan kho khan. Chinh 
In vay, giai cip lao dong co xu huomg thien ve xa hpi va dja phuong chu nghla hon 
lac giai cap khac. Tuy nhien, quan diem truyen thong ve vai tro gidi tinh cung da 
dirge thay doi. 

Cung nhir cac giai cap khac, giai cap lao dong the hien cac hinh thuc lieu 
Mirng nhat djnh. Khuynh huomg dja phuomg hay gia dinh la mot vi du tieu bieu 
trong each mua hang cua hp. Neu so sanh vai cac giai cap khac, nhung ngudi lao 
Ktpng thich an d nha va it di du lich horn. Giai cap nay thudng thich tieu tidn hon la 
tiet kiem. nhung khi tiet kiem tien thi hp thich gui vao ngan hang hon la dau tu. 
Them nua, hp cung thich danh gia chat luong hang hoa dua vao gia ca (gia cao tuc 
tlachat luong tot), hp hay di mua hang 6 chp hay cira hang giam gia. it khi tint ki£m 
thong tin truoc khi di mua hang. 

Giai cap xa hoi co nhieu ung dung trong llnh vuc Marketing. Dac biet. khai 
niem nay co the phan doan thj trudng rat hieu qua. dong thoi anh huong den sir 
phat trien san pham va dich vu, thong diep quang cao. trinh bay quang cao.... do 
cac tieu chi ve dja ly, xa hoi nhu noi o, thu nhap, nghe nghiep. trinh do hoc van rat 
de do luong. Ngoai ra, cac nghien ciru Marketing da chi ra moi quan he chat che 
giura giai cap xa hoi voi viec chap nhan mot so gia tri, loi song va hanh vi dac thu 
lien quan den mot so san pham, dich vu nhat djnh. 

« That trien san pham/ djeh vu 

Dong co va gia tri cua giai cap xa hoi gop phan xac dinh loai san pham hay 
dich vu mong muon. Hang hoa va dich vu la nhung bieu tupmg cua dja v|. thanh 
danh cung nhu cac dong co thuc day mua hang. Chinh vi vay, giai cap thuang liru 
thuang thich tra gia cao de thoa man nhu cau danh tieng. sir tien loi va sang trong. 
Trai lai, giai cap lao dong thudng quan tarn den hang hoa co chat lupmg nhung gia 
ca phai chang. Mot so san pham/djeh vu la de thoa man mong muon nay cua ho: Vi 
du khach san gia re. quan ca phe. quan an binh dan. xc may it tieu hao nang luong 
hoac da qua su dung. Cuoi cung. ngudi lam thj trudng co the chu y tharn \png cua 
ngudi tieu dung doi voi viec thang tien thong qua djnh vj mot san phunt thuong 
hieu de nang cao dja \ j xa hoi. 

< Thong diep quang cao va ban hang ca nhan 

Khi thiet ke thong diep quang cao va ban hang cho nhieu giai cap xa hoi khac 
nliau. ngudi lam thj trudng can phai tap trung hieu qua vao su khac biet giua cac 
nhom. Nhung thong diep thanh cong doi voi giai cap lao dong thudng tap trung vao 
cac khuynh hudng dja phuong. gia dinh hay ban be hoac cac hoat dong duoc yeu 
thich. Cac thong diep cho giai cap trung liru lai tap trung vao cac chu de nhu each 
thuc ra quyet djnh dung, tinh thdi trang. lam dieu tot cho ban than. 
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Doi vcri giai cap thuong luu. do tieu dung den bu co the la mot dong ca quan 
trong. thong diep Marketing can tap trung vao gia tri xa hoi va dia vi lien quan den 
san pham hay djch vu. 0 day, nha quang cao phai goi y ve dia vi. thanh the cua mot 
nhom nho tinh hoa. Them vao do, thong diep can sir dung cac thanh vien tieu bieu 
cua giai cap de lam hinh anh dai dien. 

♦ Plurong tien truyen tliong 

Cac giai cap khac nhau thi each gicri thieu cung phai khac nhau. Nha quang 
cao thucrng co gang tiep can giai cap thtrong liru, dac hiet nhom ngirai giau moi noi 
bang cac tap chi hay bao rieng biet. Giai cap thircmg liru thirong it xem tivi. Ho 
thirong mua hang qua Internet, co thu nhap cao va co trinh do hoc \an cao. 

Giai cap trung luru. dac biet la nhung ai co trinh do dai hoc. lai co dac diem 
rieng biet vi ho vira thich xem tivi, lai vira thich doc bao. 

Giai cap binh dan lai xem ti\ i kha nhieu, dac biet la cac chirung trinh giai tri, 
the thao. Phan doan nay khong hay doc bao va tap chi. 

♦ Lira clion cua hang 

Mot sd cira hang can duoc thiet ke sao cho hap dan \ a phu hop \ cVi dac diem 
cua giai cap thirong liru. Cach trung bay tai cac cira hang thirong mang tinh sang 
trong. dat tien va cac djch vu phai duoc ca biet hoa. l ieu dung den bu cung la mot 
each gay anh huong vi nguoi tieu dung muon co san pham tai dung cua hang, dac 
biet khi the hien cho nguoi khac thay ho dang lam gi. Ngay ca cac sieu thi dai tra 
cung dang thay doi each trung bay hang hoa da dang de danh vao gicri thirong liru. 
Ho sir dung nhieu chien ihuat Marketing de loai bo hinh anh hep va tiep can rung 
hon den nhieu giai cap khac nhau. Cac sieu thi va cac cua hang giam gia da thanh 
cong khi tiep thi giai cap lao dong bang each cung cap hang chat lucmg tot \6i gia 
ca hap dan. Wal-Mart la hang tich cue nhat di tim hieu nhu cau \a mong muon cua 
nhom ngirai tieu dung nay. 
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TOM TAT CHUONG 9 


Trong chirang nay, chung ta da di tim hieu nhurng anh hucmg cua van hoa den 
hanh vi cua ngudi tieu dung. Gia tang thucmg mai quoc te hien nay chinh la mot 
trong nhurng nguyen nhan giai thich tai sao van hoa chiem mot vi tri quan trong 
trong cac hoat dong cua cac doanh nghiep hien dai. Van hoa va cac thanh phan di 
kem la nhurng ycu to rat kho do lucmg cu the. nhirng xet mot each toan dien thi van 
hoa bao gom nhirng hieu biet. niem tin, nghe thuat. phap luat. tin ngiromg. ngon 
ngiir, dao ly, phong tuc tap quan, chuan muc va cac gia tri. Do co the hieu van hoa 
anh huong the nao den hanh vi tieu dung, dieu trirac lien la chung ta can tap trung 
vao cac gia tri chinh cua nen van hoa do. cung nlur sir phat trien theo thcri gian cua 
cac gia trj nay. 

Ca nhan trong mot xa hoi co the dugc nliom lai theo dia vi xa hoi. tao nen giai 
cap xa hoi. Sir phan biet giai cap la can thiet vi thanh vien cua mot giai cap thuong 
chia se cac kinh nghiem song, gia trj va cac hinh thuc tieu dung giong nhau. 

Ca nhan trong mot giai cap xa hoi thucmg the hien nhirng hinh thuc tieu dung 
rieng biet. Giai cap thirgng luu co xu huong lam vice nhieu, co tai san so huu. co y 
thuc xa hoi va dac biet quan tarn den tieu dung den bu. Thanh vien cua giai cap 
trung luu lai muon mua nhurng mon hang can thiet. song tai cac thanh pho Ion. ho 
co tham vong tien len giai cap cao hon. Giai cap lao dong co dac diem la gan bo 
voi gia dinh va mang khuynh huong dia phuong chu nghia. Su phan biet giai cap 
co nhieu ung dung quan trong trong Marketing, dac biet doi voi phat trien san 
pham va djeh vu. thong diep quang cao va ban hang, gioi thieu quang cao va lira 
chon phuong tien truyen thong. 
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CAU HOI THAO LUAN VA ON TAP 

1. Hay dua ra mot khai niem ve “van hoa” theo quan diem cua ban. 

2. Bon phirong tien do luong gia trj van hoa dirge gioi thieu trong chuong 
nay la gi? 

3. Ban hieu nhu the nao ve nhan dinh sau "tim hieu he thong gia trj la dieu 
kien can de tim hieu mot nen van hoa nao do”. 

4. Lam ro nhan dinh sau: “Hieu qua cua cac tac nhan kich thich lien quan den 
ly tri hay cam xuc cua mot thong diep quang cao phu thuoc rat nhieu vao dat nuoc 
so tai”. 

5. Moi quan he giua con nguoi va thien nhien co the khac nhau tuy theo nen 
van hoa goc. Tim hai quang cao cua hai nuoc ma ban du doan la van hoa co nhieu 
diem khac biet de lam ro moi quan he tren. 

6. Tim 5 san pham ma ban cho rang nguoi tieu dung rat nhay cam voi nuoc 
xuat xu va giai thich tai sao? 

7. Chi ra mot trang phuc hoac mot mon an truyen thong cua Viet Nam. Theo 
ban, loai quang cao nao co the sir dung cac yeu to nay de dat duoc hieu qua cao 
nhat? 

7. Giai cap xa hoi la gi? 

8. Nhimg yeu to nao anh huong den giai cap xa hoi? 

9. Tai sao mot nguoi tieu dung lai sir dung hinh thurc tieu dung de this ? 


* 
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BAITAP 


1. Ban dirge phan cong trien khai mot chien luge Marketing cho mot san 
pham do uong moi giau nang lugng va chat dinh duong, la do uong nhe va rat mat. 
d&c biet cho nhung ngay trai nang nong. Ban lam the nao de tung san pham ra thi 
trudng tai nhieu noi khac nhau tren the giai. Trien khai mot ke hoach Marketing cu 
the cho hai vung tai Viet Nam de xay dung thong diep quang cao. chon phuemg 
lien truyen thong, phan phoi va xuc tien ban hang. 

2. Ban trien khai mot chien dich Marketing cho mot chuoi cira hang trung 
bay quan ao va ca biet hoa phan cung cap san pham cho nhung nguoi thieu so trong 
khu vuc cua ban. Ke hoach la cira hang ban cac san pham gia cao va trung binh cho 
phu nur. Can xay dung mot ban cau hoi de thu thap thong tin ve cac hinh thuc mua 
va su dung cua khach hang tiem nan. Can chu y la ban cau hoi phai co dugc nhung 
noi dung chinh sau day: thiet ke cua hang, san pham chao ban, gia ca va quang cao. 
Lap mot bang cau hoi cho it nhat 10 khach hang. Hay tong ket lai cac cau tra loi va 
dira ra kien nghj cua ban. 

3. Chon 3 loai san pham. dich vu ma ban nghT co su ticu dung khac biet theo 
moi nhom ton giao. Thiet ke mot ban cau hoi de danh gia cac hinh thuc tieu dung 
chinh cho moi san pham, dich vu va tien hanh phong van veri it nhat 5 ngucri khac 
nhau. Tong ket lai bang each tra loi cac cau hoi sau: 

a- Cac nhom ton giao nay co khac nhau ve each lieu dung khong? 

b- Cac no lire Marketing phai khac nhau nhu the nao doi voi moi nhom? 

4. Mot hang du ljch thue ban trien khai mot chien luge Marketing cho ki nghi 
tron goi. Cong ty muon cung cap nhieu san pham tron goi khac nhau cho cac giai 
cap xa hoi khac nhau. Hav xay dung mot san pham tron goi hoan chinh va chien 
luge Marketing san pham nay cho 3 giai cap khac nhau. Chu y phai bao dam nhung 
noi dung chinh sau day: cung cap san pham (dja diem, tien nghi): gia ca. thong diep 
quang cao, chon phuimg tien truyen thong. Tong ket sir khac nhau can ban giua 3 
chien luge Marketing nay. 


* 


* 


* 
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CniOSG 10: 

ANH HUONG CUA TUOI TAC, GIOI TINH, 
HO GIA DiNH VA TRUYEN THONG XA HOI 
DEN HANH VI NGlTOl TIEU DUNG 


Tuoi uk la mot nhan to anh huong den viec thu nhan \a tieu dung hang hoa. 
cac the he khac nhau the hien hanh vi tieu dung khac nhau. Ben canh do. hanh vi 
tieu dung cung khac nhau dua tren giai linh khac nhau. Cuoi cung. ho gia J'mh va 
truyen thong xa hoi co anh hucmg quan trong len hoat dong tieu dung. Chuong 10 
se xem xet anh huotig cua 4 nhan to nay len hanh vi nguoi licit dung va img dung 
cho nguoi lam thj truong. 

I. AN1I Hl/ONG CUA TUOI TAC DEN IIAMIVI NGl 01 TIEU DUNG 

Nguoi lam thj truong thuomg phan khuc thj trirong theo tuoi nguoi tieu dung, 
dua tren ly le can ban sau: ca nhan cung do tuoi thi thucmg co cung kinh nghiem 
song, cung nhu nhu cau. bieu tuong. ghi nho. dan den co cimg each thuc tieu dung. 
Phan nay nghien cuu cac nhom tuoi ma cac nha lam thi truimg rat quan tarn: (1) 
Tre nho (0-12). (2) Thanh thieu nien (13-19); (3) Thanh nien (20-35): (4) Trung 
nien (36-49): (5) Lon tuoi (tren 50 tuoi). 

1. Tre nho 

Noi den tre em trong boi canh tieu dung, can phan biet duoc hai van de sau: 

- Tint nhiit. tre em la muc tieu cua Marketing tren goc do nhu cau cua chung 
theo dp tuoi. Nhung nguoi lam thi truong da rat quan tarn den nhu cau nay trong 
viec phan doan thi truong, vi du nhu do chori. truyen tranh. san pham dinh dirtmu. 
san pham chain soc sire khoe. .. Thuong hieu do chcri Fisher Price dua ra nhieu loai 
san pham cho cac do tuoi khac nhau (duoi 1 tuoi. tir 1-2 tuoi. tu 2-6 tuoi). Cac hang 
sua nhu Nestle. N’inamilk. ... deu dac biet quan tarn den cac khach hang nhi ngay 
tir khi moi sinh. 

- Thu hai. tre em dong vai tro nhu la nguoi tac dong den qu>et dinh mua cua 
bo me. Trong xa hoi hien nay. tre em dong vai tro ngay cang quan trong trong gia 
dinh. O Trung Quoc. che do "con mot" khien tre em thanh nguin co quyen luc 
mua 1cm nhat. va vi the la doi tupng quan tarn hang dau cua ngucri lam thj truong. 

Linh vuc ra quyet djnh mua cua gia dinh ma ire em co qu\ en nang anh lurcrng 
nhieu nhat la thuc pham. nha hang, giai tri. hien nay mo rung sang cac loai hang 
hoa nhu san pham cong nghe cao. xe may. 6 to. ki nghi du lich Cang Ion. tre em 
cang it co gang gay anh hucmg den quyet dinh mua. cac bac cha me hien na> nga\ 
cang dan chu hon trong viec nltubng cho con cai niinh quyen tu quyet trong mua 
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am. 0 Viet Nam. kinh tc phat trit*n khicn nhieu bac phu huynh ngay cang quan tam 
va co gang de cho con cai ho dupe vui song va hoc hanh thoai mai. chi lieu danh cho 
tre cm chicm ti Ic Ion trong tong chi tieu gia dinh. Ro rang, tre em trb thanh mot thi 
truong hap dan va rat dupe quan tam boi nguoi lam thj truong, dieu nay dupe minh 
chung thong qua cac hoat dong Marketing ram ro tap trung vao tre em, dac biet la 
cac chuong trinh quang cao tren phucmg tien truyen thong dai chung. 

2. Thieu nien 

Phan doan thanh thieu nien gia tang nhanh gay tac dong khong nho den chi tieu 
cua ho gia dinh va tao nen nhung ky nang ra quvet dinh tuong doi khac biet. Ban be la 
nguon thong tin chu dao ve san pham. Iliich kc*t ban. do cung la mot nguyen nhan ma 
thanh thieu nien thich di mua sam cung uri ban be. Giong nhu nhom ngiroi truong 
thanh. thanh thieu nien thuong dua vao cac nguon thong tin ca nhan doi voi nhung 
quyet djnh rnang tinh rui ro cao, va tCr thong tin dai chung doi voi nhung quvet dinh 
mang tinh rui ro thap. Thanh thieu nien Viet Nam cung nhu 6 cac nuoc Chau A hien 
nay bj anh huong rat manh boi gia trj, Ioi song va each thuc tieu dung phuong Tay. 

3. Thanh nien 

Lira tuoi nay hien nay tao lap dupe su nghiep som va co thu nhap cao do 
dupe hoc hanh den noi den chon. Ho co xu huong tim kiem su thanh dat bang each 
trb thanh nhung nguoi sir dung cong nghc thanh thao. lam viec 6 nhung tap doan 
da quoc gia hoac thanh lap cong ty tu nhan. Su canh tranh gay gat cua cupc song 
hien tai khien nhom tuoi nay tro nen nang dong hon han so voi cac the he cha anh. 

Mot hien lupng gan day la lira tuoi nay song cung gia dinh cho den khi 30 
tuoi hoac xay dung gia dinh muon de tiet kiem tien. Do song cung cha me. the he 
nay co tien rieng de chi tieu hoac vui choi giai tri theo y muon. Ho thuong thich 
mua cac san pham nhu xe may. 6 to moi. dai hay tivi trong khi nhung ban be khac 
phai lo tra tien dicn. tien thue nha... Ho thuong cuoi muon hon cac the he truoe 
day. Tuy nhien, ho rat chu trong den moi quan he gan bo voi cha me. ban be than 
thiet voi ho. 

4. Trung nien 

Nhom tuoi nav da co vj the nhat djnh trong xa hoi. co tiem luc kinh te dang 
ke va tro thanh mot phan doan thj truong quan trong. Mac dii day la mot nhom da 
dang, cac thanh vien cung chia se nhung kinh nghiem chung. Day la nhom tuoi 
thuong phan ung doi voi san pham dua tren cac gia trj rieng biet va kinh nghiem 
song cua ho. Nhom tuoi nay thuong quan tam den tieu dung cac san pham the hien 
dia vj cua ho. 

The he nay co sue mua hang cao. nen ho la muc tieu cua mot so san pham va 
djeh \u nhu xe hoi. nha cua. di du Ijch. giai tri. cac dung cu the thao giai tri. dac 
biet nhan manh den tinh bieu tuong dia vj cua san pham. I Ip cung la nhung nguoi 
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sir dung nhieu cac dich vu tai chinh, cung nhu dau tu ve huu hay cac khoan chi ch 1 
giao due con cai. Ho la khach hang muc tieu cua cac san pham va dich vu danh ch • 
tre em. Do nhieu thanh vien trong nhom la gia dinh co hai ngucri lam viec nen nh 
cau ve dich vu cham soc con cai, nha cua cung tang len nhanh chong. 

5. Lu*a tuoi 50 tro* len 

0 cac niroc phat trien. day la mot phan doan thi truomg cue ki hap dan do sf 
lupng gia tang (song lau hem), cung veri thu nhap co the sir dung cao va on dinh kh 
ve hiru do trach nhiem doi veri con cai giam di. Tuy nhien dieu nay lai khong boat 
toan khong dung trong boi canh cac niroc dang phat trien. 

Xet a mure do rong. co the chia phan doan nay thanh hai nhom chinh thee 
phong each song va dang ve ben ngoai. 

- NhCrng ngirai Ire han tuoi that (tir 50 den 65): thuong nghl minh tre hon 
tuoi that, goi la tuoi nhan thuc. Tren thirc te, nhom nay tao phong each song rat 
nang dong, tich circ. NhCrng ngucri tre hem tuoi cung co nguon thu nhap dang ke vi 
ho co it nghla vu tai chinh horn khi con cai ho trircrng thanh va di dr cho khac. 

- Nhom thu hai la ngudi cao tuoi (tren 65 tuoi). Nhom nay chu trong den sue 
klioe hem. quy mo va anh hircmg cua nhom dang ngay cang gia tang. Ho khong 
thich bi coi la gia. Phu nir dong hem nam gicri trong nhom nay do phu nu co xu 
hircmg song lau hon. 

Tren goc do hanh vi tieu dung, ky nang xir lv thong tin co xu huong giam 
theo do tuoi. Nhu \ ay. nhfmg ngucri tieu dung cao tuoi it khi tim kiem thong tin va 
hay gap kho khan ghi nha thong tin va ra cac quyet djnh phire tap. dac biet khi phai 
nha mot so lirpmg thong tin qua 1dm. Nhu vay. ho co xu hudmg xu ly thong tin don 
gian va theo he thong. Han nua. do tri nha giam nen ho hay thich cac "hieu irngsir 
their khi tin rang nhung dieu lap di lap lai thi dung. Doi khi ho can sir giup da hay 
cac chirang trinh dao tao. hudmg dan ngucri tieu dung ra qu\it dinh. Nhumg nguoi 
tieu dung cao tuoi di mua hang thudmg xu>en tai cac cua hang giam gia va mua 
nhieu san pham ma ho ha\ dung khi con tre. Ho rat nhay cam veri gia ca va thudmg 
khong thich nhung san pham mdri. dac biet la cac san pham edng nghe. 

II. ANH HUONG CUA GIOl TINH LEN HANH VI NGUOI TIEU DUNG 

1. Su thay doi vai tro gioi tinh 

Trong phan 1dm cac nen van hoa, nam va nu thuong dupre danh gia hanh vi 
theo cac quy chuan \ e vai tro cua tung gioi ma ho dupe hoc nga\ tu khi con nho. 
Nam gicri thuong dupe xem la manh me. quydt doan. ngucri tru cot chinh cua gia 
dinh. thuong theo duoi cac muc tieu tien bac khi tap trung vao quydn lire, quyen 
tir quyet \ a hieu qua ca nhan. Trai lai. phu nu thudmg theo duoi cac muc tieu cong 
dong de tao nen cac lien ket \a phat trien cac quan he hoa hap \a: ngucri khac. 
Phu nu thudmg dupe xem la de tuan phuc. giau tinh earn va co xu huang gia dinh 
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fuy nhien, day chi la nhung xu huong chung, ngoai ra co nhung khac bict ca 
than quan trong. 6 muc do chung, nam gioi thuong co tinh canh tranh, doc lap, 
*6 dong co huong ngoai hon va muon doi dien voi nguy co, thach thurc. Trai lai, 
phu nu co xu huong muon hop tac, phu thuoc, dong co huong noi va tranh rui ro. 
Nam gioi co nhidu kha n£ng tim niem vui tir cac hoat dong the thao, di san, di cau 
ca, lam vice theo cac tac nghiep thuong xuyen, trong khi phu nu lai thich thuong 
thirc nghe thuat va cac hoat dpng tap trung vao cac moi quan he xa hoi. 

Theo thoi gian thi vai tro nam gioi va phu nu da co nhieu thay doi dang ke. 
Dac biet tai cac nuoc phat trien, phu nu tir choi ket hon va sinh con de xay dung su 
nghiep rieng. Trong mot so nganh nghe truoc day chi danh cho nam gioi nhu quan 
In, ky su hay luat su thi nay cung da co su xuat hien ciia nguoi phu nur. Nhung dieu 
nay dan den cac thay doi trong co cau gia dinh va trong thai do cua nguoi phu nu 
noi chung. Mot so phu nu, dac biet la nhimg nguoi tre tuoi va co trinh do hoc van 
cao, thi coi trong doc lap va tu do de lam nhung gi ho muon. Yeu to nay giai thich 
so lupng dong cac phu nu di du lich mot minh va tir choi cac vai tro truyen thong 
nhu phuc timg, lam viec noi tro. Hien nay, phu nu thang tien nhanh hon so voi 
nhimg thap ky truoc day. Hon nua, co mot chut khac biet giua nam gioi va phu nu 
khi lam cung mot cong viec, cho thay vai tro gioi tinh da thay doi nhu the nao. Vai 
tro gioi tinh dang thay doi tai nhieu quoc gia, ngay ca 6 nhung nuoc rat bao thu 6 
16 nam gioi nam quyen. Tai Viet Nam, phu nu ngay cang the hien vai tro cua minh 
long xa hoi hien dai. Hinh anh nguoi phu nu Viet Nam truyen thong, chi 6 nha 
:ham soc nha cua va con cai ngay cang mo nhat dan, thay vao do la hinh anh nguoi 
)hu nu hien dai, co kha nang tao ra thu nhap va dia vj cao trong xa hoi. 

2. Xu huong gioi tinh hien nay 

Phan biet xu huong gioi tinh nam nu la dieu can thiet. Gioi tinh chi ra dau la 
lam gioi. dau la phu nu (tinh trang sinh hoc), trong khi xu huong gioi tinh lai chi ra 
d thich ca nhan doi voi mot so hanh vi. Nhung ca nhan nam thuong the hien tinh 
ach nam gioi va ca nhan nu the hien cac dac diem nu tinh. Tuy nhien. hien tupng 
ai nam ai nu ngay cang xuat hien pho bien. Djnh huong gioi tinh rat quan trong vi 
anh huong den so thich va hanh vi ca nhan. Vi du nhung phu nu nam tinh thuong 
thich cac quang cao the hien hinh anh phu nu pha each, hien dai. Con khia canh nu 
tinh cua dan ong the hien trong viec tu chdm soc ban than (my pham. nuoc hoa. 
trang phuc va cac phu kien di kern...) 

3. Su khac bict gioi tinh trong hanh vi mua hang va ticu dung 

Do nhung thay doi ve vai tro gioi tinh. phu nu va nam gioi the hien nhung 
diem khac nhau trong hanh vi tieu dung. Phu nu thuong dua ra nhung danh gia chi 
tiet, cu the ve mot thong diep quang cao va ho ra quyet dinh dua tren thuoc tinh san 
pham (gan giong mo hinh MAO cao). trong khi nam gioi lai co bo oc xu ly thong 
tin chon Ipc. llurimg huong den cac chu de chung va danh gia theo kinh nghiem 
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(gan giong mo hinh MAO a muc do thap). Nam gidri co \u huang nha> cam hern 
doi vai nhung thong tin ca nhan noi bat (lien quan den cac muc tieu ticn bac). trong 
khi phu nOr lai chu y hem den cac thong tin ca nhan va thong tin lien quan den 
nhung ngircri khac (muc dich cong dong). 

Trong khi nam giai thich sir dung mot trong hai ban cau nao cho mot s6 
nhiem vu (ban cau nao phai danh cho hinh anh. ban cau nao trai danh cho thong 
diep). phu nu sir dung ca hai ban cau nao cho da so cac sir vice. Nam giai the hien 
cac xu hircVng tinh cam tich cue nlnr: hang hai. quan tarn, nhiet tinli. manh me. tu 
hao... Trong khi phu nu lai the hien xu huemg tinh cam lieu cue nhu m< hai. qua tai. 
xi tret, lo lang. Horn nira, phu nu va nam giai khac nhan trong > nghia hieu urtmg 
ma ho gan cho san pham. dich vu. Phu nu thuimg thich cac san pham co thirong 
hieu noi tieng doi voi thoi trang. trong khi nam giai lai thubmg thav hinh anh cua 
ho trong cac quang cao oto. Nam giai cung co thai do tich cue \a rang buoc cao doi 
voi cac san pham cong nghe cao nhu may tinh. may anh so.... Nam giai thuang ra 
cac quyet dinh theo kinh nghiem lan dau va uy tin kinh doanh. trong khi gia ca lai 
la yeu to ma phu nu quan tarn dau ticn. Trong qua trinh ra quyet dinh. nam giai 
thuang hay tham khao cac tap chi hay Internet va dira \ ao kinh nghiem Ian dau. 
Trai lai. phu nu lai sir dung kinh nghiem mua hang nhu la phuang ticn chinh de thu 
thap thong tin. 

Noi chung. phu nu thich di mua hang hem nam giai va coi day la mot hoat 
dong vui thich. mot hinh thuc tuomg tac xa hoi. Trai lai. nam giai lai coi vice di 
mua hang theo y nghia chuc nang - tuc la di thu nhan hang hoa. Nhung khac bict 
nay cung the hien trong each di mua qua tang, khi ma nam giai it khi tham gia 
nhu chi cm phu nu. Cuoi cung. nam giai \ a phu nu co xu huang the hien su khac 
nhau trong each an uong. Dac bict. phu nu thuang xem an uong la hinh thuc den 
bii de vuiTt qua nhung giai doan kho khan nhu danh mat quan he \a hoi vai ai do. 
hay that vong ve dieu gi do. 

III. ANH HUONG CUA CO CAl HO GIA DINH VA VAI TOO CIA CAC 
THANH MKN GIA DINH 

Mot so nha nghien cim cho rang ca cau ho gia dinh dang tra thanh dim vj 
phan tich quan trong doi veri viec tim hieu hanh vi tieu dung, do mot so quyet dinh 
mua hang, tieu dung va loai bo la do cac thanh vien trong gia dinh cung dua ra. 
Phan nay se dinh nghia the nao la gia dinh va ca cau ho gia dinh; danh gia cac loai 
hinh ca cau khac nhau. Sau khi giai thieu mot so xu huang chu yeu dang lam thay 
doi ca cau ho gia dinh va hanh vi tieu dung, phan nay se ket thuc vai thao luan ve 
tac dong cua gia dinh len vice ra quyet dinh va tieu dung. 

I. Anh huang cua co cau ho gia dinh 

/. /. Phan loai gia ilinh/lto gia dinh 
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LI. I. Gia dinh 

Mot gia dinh thiring Id mot nhom ngirii song chnng vdi nhau cd quan he hon 
nhdn, cimg huyet thong hay nhdn nuoi. Dan vj tieu bieu nhat la gia dinh hat nhan. 
gom co bo, me va con cai. Gia dinh md rong bao gom gia dinh hat nhan cong them 
nhung ngudi rupt thjt khac nhir ong ba. chu bac. anh em ho. Thong thudng. cac 
nghien cun Marketing thudng tap trung vao nhom gia dinh hat nhan. Tuy nhien. 
ciing vdi sir phat trien cua xa hoi. cac hinh thurc khac ve gia dinh cung da bat dau 
xuat hicn va can dupe chu y. Dirai day mot phan loai ve gia dinh dupe ap dung 
rpng rai trong cac nghien cuu Marketing hien nay. 


Bring 10.1: Phan loqi cac hinli time gia dinli. 

Loai gia dinh 

Djnh nghla chung 

1. Gia dinh hat nhan 

Vp chong. con cai (hoac khong cd con cai) 

2. Gia dinh md rong 

Gia dinh hat nhan + ong ba, chu di. anh em ho... 

3. Gia dinh mot bo/me 

Chi cd bo hoac me. va con cai 

4. Gia dinh tai hop 

Nhurng nguai da lv dj. nay tai hon voi nguai khac. 
song cung vdi con cai cua hai ben (ncu cd) 

5. Cong dong hoac nhom 
song vdi nhau nhir gia dinh 

Nhieu cap song chung vdi nhau. cd hoac khdng cd 
con cai 

6. Gia dinh thay the 

Bao gom: 

- Gia dinh tiep nhan (con nuoi. nhan nuoi dudng...) 

- Ca nhan ddc than 

- Vat nuoi cung cd the dupe coi la mot thanh vien 
gia dinh 


Mac du gia dinh la quan trong a khap nai tren the giai. nhirng mot so nude va 
non \an hoa bicu hien \u hudng gia dinh manh hon cac quoc gia khac. () Viet 
Nam. Nhat hay Trung Quoc. gia dinh la trung tarn va da so nguai dan deu tha\ phai 
co trach nhiem cao vdi gia dinh. Xu hudng nay cung xay ra a Chau My la tinh. 

LI.2. Ho gia ihnli 

Ho gia dinh la mot khai niem rpng hon bao gom nhirng cd nhdn song mot 
mirth hade mot nhom cd nhdn song cung nhau tqi cimg mot nai. khdng can phai 
cung Iniyet thong houc cd quan he chinh time. Khai niem na\ bao gom ca nhurng 
cap song cluing (khdng ardi xin) va nhirng nguai doc than song cung nha. 
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Ho gia dinh co the khac nhau theo chu ky vong doi gia dinh. no dugc dac 
tnmg bcri tuoi cua bo me hoac so liromg con cai dang song tai nha. Sir phat trien cua 
gia dinh tir giai doan doc than (con tre, hay doc than) den luc ket hon va co con, roi 
thanh doi vg chong gia khong co con cai song chung tai nha. Ho gia dinh co the 
gom ca nhumg cap khong cucri xin, cac cap vg chong khong co con (tre tuoi hoac 
qua tuoi), va nhumg cap vg chong gia khong muon co con. Nhumg thay doi nhu chet 
hay ly dj cung co the lam anh hucmg den co cau ho gia dinh. Vi du, hien nay nhieu 
ho gia dinh chi co mot bo hoac me. 

Ho gia dinh dirge xem la quan trong doi voi ngucri lam thi truemg do nhu cau 
cua ho thay doi nhanh chong. Nhin chung, chi phi gia tang theo timg giai doan tir 
luc con tre tuoi doc than den luc moi cucri, roi sau do on dinh o mire cao cho den 
khi thanh vg chong gia hoac cac ca nhan doc than. Tuy nhien, dieu nay cung con 
phu thuoc vao viec ho mua gi. Nhumg bo me tre hay chi nhieu tien cho cham soc 
con cai, quan ao va do an. Ho it chi cho do uong, phuomg tien di lai va du Ijch. 
Nhirng bac cha me co tuoi lai chi nhieu cho chuypn nha cira, bao tri nha cira, do go, 
ch&m soc con cai va cac dich vu gia dinh khac. Thanh nien tre tuoi thich mua xe cq, 
quan ao thai trang va cac dich vu dien thoai di dong, Internet. Nhumg ho gia dinh 
gia doc than va cac cap vg chong lai tang chi tieu cho cac san pham gia dinh, cham 
soc sue khoe va di du ljch. 

1.1.3. Chu ky vong difi gia dinh 

Viec phan loai cac hinh thurc gia dinh se gap nhieu kho khan neu chung ta 
khong tinh den su phat trien cua khai niem nay theo thoi gian. Chu ky vong doi gia 
dinh la mot khai niem khac giup chung ta hieu ro hem nhumg bien chuven lien tuc 
trong cuoc song cua mot gia dinh, tir luc doc than, den luc tra thanh ong ba voi 
nhieu the he chau chat tiep noi. 

Mot gia dinh tieu bieu nhat thuong trai qua 6 giai doan sau day: 

- Giai doan doc than. 

- Giai doan moi cuoi (vu chong tre, chua co con). 

- Giai doan co con nho (vo chong tre. co con nho). 

- Giai doan con cai tricong thanh (vo chong dung tuoi, con cai da truong 
thanh va co edng an vi?c lam). 

- Giai doan khong song chung voi con cai (vo chong gia, con edi da xay 
dung gia dinh va song rieng). 

- Giai doan tuoi gid co don (nhung ngudi co tuoi goa chong vo. doc than, 
song mot minh). 

Moi mot giai doan tren day cung co the coi la mot hinh thurc ve ho gia dinh 
khac nhau, cho nen ho cung co nhumg each tieu dung khac nhau. Hinh ducri day 
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gioi thieu chu ky vong doi gia dinh vcri mot so hanh vi lieu dung dac trung cua 
timg giai doan. 


Doc than 

Moi ciroi 

Co con nho 

Co con cai 
trirdiig 
thanh 

Con cai ra 6* 
rieng 

Tuoi gia 
co do n 

San pham. 

San pham, 

Bat dong 

Di nghi gia 

Cac hoat dong 

' 11 W 

Dich \ u y 

boat dpng 

hoat dong giai 

sail 

dinh 

giai tri va du 

te 

giai tri 

E)o dien tir 

tri 

Du Ijch 

Do go 

Do an nhanli 

Ijch 

An uong va 

Nha cira 

Do gia 

An uong va 

Do gia dung 

Dich vu giao 

tiep dai ban be 

Sail pham giai 

Dich vu tai 

dgng nho 

tiep dai ban be 


due 

tri 

nha 

San pham 

Do go nho 

San pham 

Phirang tien 

Do trang sac 

Cac nha 

thai trang 


cho tre nho 

di lai 

va my pham 

hang an 

Xe hai, xe 
may 


Dich vu tai 
chrnli, bao 
hiem 

Djch vu y 
te, kham 
cliira benh 

Dich vu pliap 

iy 


uong 


I Hull 10.1: Sir do dm ky vimg dt'ri gin din It. 


1.2. Cdc xii liir&ng limy doi Iroitg c<r dm lid gia <rinli 

Co 5 tac nhan co the gay anh huong den co cau co ban va dac diem cua ho gia 
dinh. Do la (1) cuoi muon. (2) song chung. (3) hai vo chdng ding ili lam. (4) ly dj. (5) 
cac gia dinh nho. Ho gia dinh Viet Nam cung khong nam ngoai xu huong chung cua 
the gioi hien dai duoc phan tich duoi day. 

1.2.1. Cuoi muon 

Tai Viet Nam cung nhu mot so nuoc, tinh trang cuoi muon dang gia tang. Mot 
so ca nhan cho rang sir ngliiep quan trong hon la hon nhan. Xu huong cuoi muon dupc 
xem la dang chu y doi voi nguoi lam thj trudng do cac ho gia dinh doc than the hien 
mot hinh thuc tieu dung rieng biet. Vi du mot nguoi nam gioi song d<k than se chi tieu 
nhieu cho do uong. xe co. an nha hang, quan ao. giao due him la mot nguoi nam gioi 
co vo. Nhom nam gioi doc than chu yeu la nhung sinh vien dai hoc. va nltung nguoi co 
tuoi (da ly di hoac chua bao gio ciroi). So voi phu nu co gia dinh. phu nur doc than chi 
nhieu hon cho xe co. quan ao. giav dep. vui choi giai tri. do dac va nha cua (de song tai 
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mot nori yen on). Cuoi cung, nam gioi doe than thuong tang qua la nu trang. dong ho, 
quan ao (so voi nam gioi co vo) va phu nu doc than thich tang my pham hoac cac do 
dien tu nho. Neu cuoi muon mot vai nam, mot cap se co dugc tich luy tai chinh tot 
hon, co thu nhap hon de mua quan ao cho con cai, dich voi cham soc nha cua, va cac 
do go chat luong cao. Bo me tren 35 tuoi, co con duoi 6 tuoi thi chi nhieu hon cac b6 
me tre cho nha cua, bao duong nha, do go, cham soc con cai, phuong tien di lai, do an 
va do uong. 

1.2.2. Song cluing 

Day la tinh trang song chung khong can hon thu. Xu huong na> dang gia tang o 
cac nuoc va 6 Viet Nam. Mot dac diem chinh cua cac cap song chung la xu huong 
thien ve cai toi. Ho hay nliin nhan so hOru la cac tai san ca nhan hon la tai san chung de 
giur gin co hoi cho ban than khi cuoc song chung tan vo. Xac dinh tai san theo moi ca 
nhan la each bao ve ho khi moi quan he ket thuc. Cac cap song chung cung chia se chi 
phi gia dinh va thuong tieu dung cac dich vu giai tri, di lai, du lich. 

1.2.3. Va chong cung di lam 

So luong ho gia dinh ma ca hai vo chong deu di lam da tang nhanh va gay anh 
hucmg dang ke den hanh vi gia dinh. Nhin chung, co hai kieu gia dinh cung di lam nhu 
sau: (1) nhung gia dinh ma ngucri vo quan tarn den viec thiing tien trong nghe nghiep 
va thoa man cai toi va (2) nhung gia dinh ma ngudi vo di lam vi nhu cau tai chinh thiet 
yeu va coi day chi la mot cong viec. Nhom thu hai thich tro thanh ngudi vo truyen 
thong, trong khi nhom thu nhat lai theo quan diem cau tien va duong dai. 

Gia dinh cung di lam co nhieu ung dung quan trong doi voi hanh vi lieu dung. 
Trudc he I. co hai klioan thu nhap se tang viec chi tieu theo y muon. Mot nghien cuu 
cho thay gia dinh cung di lam chi nhieu hon cac gia dinh khac cho cham soc con cai, di 
an ngoai, va cac dich vu noi chung. Tuong tu. cung di lam co nghia la nguin vo cung 
mang them nguon thu nhap tai chinh ve cho gia dinh. nen co anh huong den vice ra 
quyet dinh trong gia dinh doi voi nhung hang hoa quan trong nhu di du lich. mua xe 
may, 6 to hay mua nha. Thir hai. do trach nhiem tang len de hoan thanh ca su nghiep 
va gia dinh. thuong dan den tiet kiem thdi gian cho mot so boat dong nhu nau nui'mg. 
cham soc nha cua va di mua sam. Do la ly do vi sao cac gia dinh cung di lam chi tap 
trung vao nhung san pham va dich \ u nhu su dung 16 vi song, thuc an nau sin, dich vu 
lam \ iec nha. cham soc tre em. do an nhanh, trong do co ca dich vu giao do an tai nha. 
Nhung phu nu lam viec ca ngay, khong co thoi gian la nhung nguoi thich mua cung 
mot thuong hieu. trung thanh voi thuong hieu. mua hang ngau himg. mua trirc tu\en 
hoac qua biru dien. Thic ha. nhieu ong chong dung ra nhan trach nhiem cham soc gia 
dinh. trong do co ca mua sam hang tap pham. Xu huong na> dugc phan anh trong 
quang cao danh cho nam giiri. vi du: chia se trach nhiem voi \g trong nau an \a lam 
\ iec nha. 0 Chau A. nhung quang cao nhu the nay gay ra phan hoi tieu cue Joi voi ca 
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nam gidri va phu nu, do vai tro giai tinh a day thuimg dirge nhin nhan iheo quan diem 
truyen thong, ngay ca khi nhibu nam giai muon dam nhan viec nha hon. 

1.2.4. Ly di 

Xu hirong ly di gia tang tren the giai noi chung va a Viet Nam noi rieng. Trai 
qua mol Ian ly di cho thay mot chuyen bien Ion ma ngiriri ticu dung phai thire hien mot 
so nhiem vu te nhi nhir loai bo cac tai san cu. lam nha mai. tao ra nlumg hinh thire ticu 
dung mai. Ly di co the dan den nhimg thay doi quan trong trong phong each song. 
Mua sam san pham, dich v u trir tlianh mot phan khong the thieu de tao dung ban sac 
mbi va giam cang thang sau ly di. Vi du. mot nguiri ticu dung mai ly dj phai mua nha 
moi, xe mai, do noi that moi, ngay ca quan ao. co kieu toe mai hoac di den cac cau lac 
bo de the hien hinh anh mai hoac tao tarn ly tot him. 

Ly di cung anh hirong den ca cau ho gia dinh. Trinrc hit, neu mot cap khong co 
con, nhimg ngiriri mai ly di se phiic hoi lai mot so hinh thire mua sam va ticu dung 
tnrac day (klii con doc than). Tuy nhien, nlumg ngiriri nu'ri doc than nav thuimg a tarn 
trung nien va co quy thu nhap ca nhan kha cao de mua nha. plurang lien van chuven. 
quan ao neu ho van dang lam viec. Thu Inti, ly di tao nen nhuug gia dinh chi co mot b6 
hoac me neu ho co con chung. Cac gia dinh nay chju sire cp ve mat thiri gian do cha 
me doc than phai lo kiem ticn va nuoi day con cai. Vi the nhimg san pham ticn loi. nhu 
do dong goi hoac do an nhanh la can thict cho ho. So v cri nhimg gia dinh day du. cha 
me doc than thuimg co mire thu nhap thap hon. chi tieu it hon. ('noi cimg. nhimg 
nguroi mot lan do co con cai thuimg cirai lai vai tan sual kha cao. tao nen gia dinh 
ghep. Do ap lire tiem an v a nhimg xung dot tinh cam. gan mot nua so gia dinh nav cuoi 
cung lai ket thiic trong Iv di. Giong nhu cac ho gia dinh khac. gia dinh ghep co nlumg 
nhu cau tieu dung dac biel. Vi du. con cai thuimg phai di chuven tir nha bo sang nha 
me, do vay doi hoi co nhieu quan ao him, do chiri va do dung him. Gia dinh ghep 
thuimg len ke hoach di nglii theo sir dong y cua mot trong hai ben bo me. 

1.2.5. Cac gia dinh nltd 

Tai mot so quoc gia. quy mo gia dinh dang co xu huimg thu hep lai. do chinh 
sach han che tang dan so a cac nirac dong dan. hoac do nhan thuc cua cac cap vg 
chong. Cac gia dinh co quy mo nho tlurimg co nhieu thu nhap tuy v him de chi tieu cho 
cac san pham giai tri. di nghi. giao due. do chai. Gia dinh nho chi tieu nhieu him cho 
moi di'ra con. So vui nhung cap co con. cac gia dinh khong con chi nhieu ticn cho do 
an. di nha hang, giai tri. do uong. quan ao va vat nuoi. 

Ngiriri lam thj truimg dang nhan ra tarn quan trong cua cac ho gia dinh phi 
truyen thong va dang trien khai nhieu san pham de dap img cac nhu cau rieng biet cua 
ho. Siui pham va dich vu cung cap sir thuan ticn dugc tiep thj dac biet doi vai cac hg 
gia dinh cung lam v iec hoac gia dinh ly dj. Tai Nhat Ban. cac tu lanh ca to cua NK ban 
rat chav do phii nir di lam nhieu va khong co thiri gian di cho hang ngav. l ai Mv. P&G 
tung ra loai bot giat I ide miri nham den cac tre cm dirge nhan lam eon nuoi. 
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2. Vai tro cua cac thanh vien trong ho gia dinh 

Mot khia canh quan trong cua ho gia dinh do la nhieu hem mot ca nhan se tham 
gia vao viec mua sam va tieu dung. Trong ho gia dinh co nhieu nguoi. thanh vien deu 
phai thuc hien nhieu nhiem vu hoSc trach nhiem khac nhau trong mua sam va tieu 
dung mot san pham hay dich vu: 

- Xgirdi iru col gia dinh: thanh vien thu thap va kiem soat thong tin quan trong 
cho quyet dinh: 

- Xgirdi gay anh huong : thanh vien co gang the hien chinh kien va anh huemg 
den quyet dinh; 

- Nguoi quyet dinh: mot hoac nhieu thanh vien quyet dinh chon loai san pham 
hay djeh vu; 

- Ngucri di mua: mot hoac nhieu thanh vien di mua hang; 

- Xgirdi su dung: mot hoac nhieu thanh vien tieu dung san pham. 

Moi vai tro se duqc thuc hien boi nhieu thanh vien trong gia dinh. Vi du. de 
quyet dinh thue DVD nao. cha me quyet djnh ten phim. nhung con cai cung dong vai 
tro hoac true tiep (noi ro so thich) hoac gian tiep (b6 me nhd lai xem con minh thich 
gi). Mot trong hai bo me di den cira hang cho thue DVD nhung ca gia dinh se cung 
xem phim (cung tieu dung). Tren thuc te, b6 me thuong la nguoi quvet dinh va la 
nguoi mua hang cho con cai tieu dung nhu quan ao, do choi, do an. phim anh. Hon 
70% quan ao, giay dep cua nam gioi deu do vo mua. Mat khac. tre con cung co anh 
huemg den quyet dinh trong gia dinh bao gom ca viec chon kenh truyen hinh khi ca gia 
dinh cung xem. 

Vai tro quyet dinh cua ho gia dinh co the la chirc ndng. nghla la lien quan den 
nhiem vu anh huong den quyet djnh mua hang, nhu mua khi nao. mua bao nhieu. Vai 
tro cung co the la bieu cam - nghla la chi ra cac quy dinh trong gia dinh nhu chon mau 
sac hoac phong each. Theo each truyen thong, nguoi chong dap ung vai tro chuc nang. 
con nguoi vo dong vai tro bieu cam. nhung vai tro gioi tinh cung co the thay doi quan 
he nay.Vi du. 65% phu nu tham gia vao quyet djnh mua may tinh dau lien cua gia 
dinh. Nhung mau thuan thuong xay ra khi dap ung day du cac vai tro khac nhau cua ho 
gia dinh dua tren (l) nguyen nhdn mua hang, (2) nguoi ra quyet dink <}) cac phuong 
cin lira chon. (4) ngiroi se su dung san pham. dich vu. Vi du. do tit ca cac thanh vien 
trong gia dinh deu gia tang sir dung may tinh. mau thuan thuong xay ra khi quyet djnh 
ai dung may tinh va dung trong bao lau. Nhin chung. ho gia dinh co the giai quy et man 
thuan thong qua viec giai quyet van de. thuyet phuc. thuong luong. ap dat. Hai hinh 
thuc dau co ve duqc su dung nhat. Tuy nhien. each giai quyet thuong khong qua cim^ 
nhac va ly tinh. ma la qua trinh phoi hop dan xen nhieu suy nghl. theo do ho gia din) 
ra mot leal nhung quyet djnh nho de di den giai phap. Hon nira. nhieu gia dinh tranl 
mau thuan hon la doi mat \ 6i chiing. 
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Ngudi lam thi trucmg nhan ra rang quyet dinh trong ho gia dinh thuong dien ra 
dong mot so hoan canh nhit djnh. D3c biet, nhung quyet djnh cua vg hoac chong sc 
dupe coi trong horn khi rui ro nhan thirc lien quan den quyet dinh kha cao. hoac khi ra 
quyet dinh quan trong, hoac co nhieu thcri gian ra quyet djnh, ho3c ho gia dinh tre. Hon-, 
nua, cac thanh vien gia dinh cung anh hucmg len nguai khac trong pham vi so thich 
thuong hieu va long trung thanh, hinh thirc tim kiem thong tin. sir dung truyen thong 
va do nhay cam gia ca. 

2.1. Vai tro cua va chong 

Nguai chong va nguai va giur vai tro khac nhau trong vice ra quyet dinh, va ban 
chit anh huong cua moi nguai phu thuoc vao ca san pham djeh vu lan mdi quan he va 
chong. Co 4 loai quyet dinh chinh nhu sau: 

- Quyet dinh thuoc ve nguai chong: nhung hang hoa chu yeu do nguai chong giu 
vai tro chu dao (mua may bom nude hoac do gia dung). 

- Quyet djnh thuoc ve nguai va. nhung hang hoa chu yeu do ngudi vg giu vai tro 
chu dao (quan ao cua con cai, thirc an,...) 

- Tu quyet dinh: nhung hang hoa ca hai vg chong deu co quyen ra quyet dinh 
nhu nhau, nhung ca hai khong cung quyet djnh (quan ao cho chong, do choi tre em, do 
tap the thao, camera...) 

- Dong quyet djnh: ca hai vg chong cung dua ra quyet djnh (di nghi. mua tu lanh. 
tivi, do trang tri trong phong. djeh vu hoach djnh tai chinh...). 

Dieu thu vj la neu hai vg chong ra quyet dinh cuoi cung gan giong nhau thi tien 
trinh se chuyen sang loai dong quyet dinh va khac xa 3 loai con lai. dac biet la doi vdi 
nhung quyet djnh quan trong. Tuy nhien cac ca cau vai tro tren day chi la nhung xu 
huong chung. Anh huong hien tai dura vao mot so yeu to. Trudc het. mot ngudi se co 
anh huong Idn han neu thu nhap cao hon. Thu hai. cac yeu to nhu: nghe nghiep. trinh 
do hoc van cung lien quan den anh huong cua vg hoac chong. Ket hop lai. cac yeu to 
nay cung cap cho ho nhan thirc ve quyen luc trong tinh huong ra quyet djnh. Muc do 
quyen luc nhan thirc cang cao, ngudi vg hoac chong cang gay nhieu anh huong trong 
gia dinh. 

Neu gia dinh co djnh huong vai tro gidi tinh truyen thong, mot so nhiem vu chi 
giao cho phu nu hoac cho nam gidi va cac quyet djnh se thuoc ve ngudi chong (so vdi 
cac gia dinh khong truyen thong). 0 Viet Nam, trong cac gia dinh truyen thong, ngudi 
vg thuong la ngudi lo toan cac cong viec nha cua. hep nuc va con cai. ngudi chong co 
nhiem vu kiem lien nudi song gia dinh. Khi do, quyen ra quyet dinh se tap trung vao 
ngudi chong - ngudi co quyen lire kinh te. 

Nhieu nghien cim kliao sat cac khia canh khac trong quyet dinh vg - chong. Vi 
du, thong qua tien trinh thuong lugng, trao doi thien chi hoac nhugng bo, cap vg chong 
co xu hudng cimg ra quvet dinh nhu nhau cho ket qua la “dong thuan'. Giong nhu ra 
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quyet dinh hp gia dinh. quyet dinh cua chong - vo thuong khong di theo mot lien trmh 
chinh thuc ha\ he thong hoa nao ca. Trai lai. cac cap sir dung tien tnnh khong chinh 
thuc gioi han dupe viing kien thuc cua moi nguoi va chien lupc quyet d|nh. I ren thuc 
te. \p chong thuong khong cung danh gia cung nhu anh huong \a so thich Joi uri san 
pham. dich \u. De ra cac danh gia na\. nguoi tieu dung thuong bat dau \oi so thich 
cua ho \a dieu chinh nhung gi ma ho nghi ban din ho sc thich. Tu\ nhien. chien lupc 
na\ chi chinh \ac khi nguoi ban dih co hieu so thich cua nhau. Doi khi \o - chong co 
the khong dong y doi voi mot so san pham dupe mua. 

2.2. Vai tro cua con edi 

Con tre cung dong vai tro quan trong trong quyet dinh cua ho gia dmh bang each 
co gang ga\ anh huong den hanh vi thu nhan. su dung va loai K> cua bo me Tieu bieu 
la tre cu me nlieo cho den khi nguoi Ion phai nhupng bo. Nghien cini cho tha> mac dii 
tre em thuong co gang ga\ ap luc cho cha me. nhung thanh cong phu thu(>c \ao loai 
san pham. dac diem cua bo me. tuoi cua tre ha> giai doan cua tien tnnh ra qu\et dinh 
Tre thuong gay anh huong den cha me khi mua cac do danh cho tre em nhu do an 
sang, banh ngot. kern... hoac oto. di nghi va cac cong nghe ma> tinh moi. Doi \oi do 
choi hoac quan ao. tre em thuong su dung ly luan la “moi nguoi deu co ’ \ a cha me 
khong muon bi danh gia la “keo kiet" nen cuoi cung cung phai mua cho chiing. Anh 
huong cua con cai se giam di neu cha me thuc su lham gia vao tien trinh ra qu>et dinh 
hoac theo kieu rat tru\en thong, bao thu. Trai lai. nhung bac cha me cung lam viec 
hoac doc tlian. thuong chieu theo y con vi ho kliong co nhieu then gian 

Mot ket qua quan trong kliac la tre em cang Ion thi cang co .inh huemg him. Mot 
trong nhung K do la ire nho tuoi it khi tham gia \ao cac tien tnnh ra qu>et dinh \ a cha 
me thuong rir choi cac \eu cau cua chung. Do do. hien nliien la tuoi thanh thieu men co 
nhieu anh huong hon neu do la quyet dinh quan trong doi vai chung \a gia dinh. Tre 
em cang Ion thi cung co ngan quy rieng. cho phep chiing co nhieu qu>en chi tieu doc 
lap hon. Mot nghien cuu da khao sat nhimg each thuc ma thieu nien su dung de co 
gang ga> anh huimg den qu>et dinh cua bo me \a gia dinh. trong do co ca thwmg 
linmg. thuyet phuc. the hien tinh cum hoac doi hoi. Cha me. nguoc lai. co the su dung 
khong chi mot chien lirac nhu con cai ma con co them chien Imre nr win (kien third, 
ha) che tui (qm en lire cua bo met 

Cac kieu ho gia dinh \ac dinh ban chat anh huong cua tre em nhu sau: 

- 1 lo gia dinh doc doan nlian manh den vice con cai phai nghe lai b6 me 

- 1 lo gia dinh thir a kiem soat nit it doi \ch hoat dong cua con cai. 

- Ho gia dinh dan dm khu>en khich tu the hien quan diem ca nhan cua con cai. 

- I lo gia dinh clio pltep loai bo cac rang bupc voi con cai. 

I re em throng thich co qu\en kiem soat. qu>et dinh trirc tiep tror. r gu Jmh 
cho phep \a tho o. \a gay ;mh huong Jen qu\el dinh trong cac gia dinh Ji*. ^hu \a cho 
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phep. Do vay sir anh huong cua tre em lhay doi thco timg giai doan ciia ticn irinh ra 
quyet dinh. Lon nhat la vao cac giai doan dau ticn cua ticn trinh ra quyet dinh (nhan 
ihuc van dc va tim kiem thong tin), sau do giam dan dang ke trong giai doan danh gia 
va chon lira. 

Nguiri lam thi truimg phai nhan ra vai tro quvet dinh trong ho gia dinh c6 the do 
nhieu thanh vicn llurc hien. Vice chi tap trung den nguiri quyet djnh hoac nguiri di mua 
hang la mot chicn luoc han che va khong hieu qua lam. Nguiri lam thi tnrimg neu chi 
tap trung thu hut tre cm doi voi cac san pham ngu coc hoac tro dun. thi lai quen mat 
rang bo me moi la nguiri gay anh huong, ra quyet djnh va mua cac san pham nav. 
Tirong tir, nguiri lam thi truimg cac san pham do lot nam giai can chit trong den phu 
nir - nguiri quyet djnh chinh va mua cac san pham nay. Noi chung. ho phai xac dinh 
thanh \ ien nao trong gia dinh se tham gia vao moi quyet djnh thu nhan va tap trung 
vao nhfing thanh vicn quan trong. 

IV. ANH IIHONC TKI YKN TIIONC XA HOI DKN IIANII VI NGI OI 
TIKI! DUNG 

Anh huong cua Iruyen ilwng xd hoi Id lining tin vd dp lire lie ai nluin, nlidni va 
truyen lliong (Ini cliimg tdc dong den hdnh vi nguiri lieu dung. KJii nao va tai sao cd 
nhan , nhom vd truyen thong dui cluing lai tac dong den hanh \'i tieu dung? Doi khi 
ihong tin vd dp lire - thirimg dune gqi la anh hinmg xd hoi. lai co anh huong rat rnanh 
do nguon thong tin la dang tin ca\ . Mat khac. cluing manh do tru\en thong rong rai. 
Anh huong xa hoi cung manh khi ca nhan trong nhom thirimg xuyen lien lac uVi nhan 
va co nhieu ur hoi de tru\ en thong. Mot so ca nhan trong nhom co anh huong sau rong 
him nhir \ao qu\en lire ha) kha nang chuxen gia co the khien nguiri khac muon lam 
theo nliung gi ho noi ha\ tin tuong. 

1. Cac nguon anh huong chung 

Hang ngay, nguoi tieu dung liep xuc voi rat nhieu nguon thong tin khac nliau, tir 
quang cao, e-mail, bao chi. tivi... Dau la nguon co nhieu anh huong nhat? 
Tai sao ? 

/./. Anh liuvng tu nguon hi chi pltdi vd kliong hi chi pltdi boi nguiri linn tlii 
trubng 

Cac nguon anh huong co the chia thanh hai loai: hi chi phoi \ a khong hi chi phoi 
Kri nguiri lam thi truimg. duirc cung cap qua truyen thong dai chung hoac truyen thong 
ca nhan. 

/././. \gudn do nguiri linn tlii trud'ng chi phoi thong qua truyen thong dui 
cluing 

Nguon nay diroc nguiri lam thi truimg chuyen giao qua cac phuimg lien truyen 
thong dai chung. bao gom quang cao. xuc lien ban hang, quan he cong chung. cac su 
kien dac biet. 
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1.1.2. Nguon do ngir&i lam tlij truong clii phoi qua kenli cd nit an 

Nhan vien ban hang, dai dien dich vu, nhan vien cham soc khach hang - la 
nguon anh hubmg ca nhan thuoc sur chi phoi cua nguoi lam thi truong de chuyen tai 
thong tin tai cac ca so ban le. tai nha hay van phong nguoi tieu dung, qua dien thoai 
hoac cac trien lam thuong mai. 

1.1.3. Nguon kit dug do nguoi lam thi trir&ng chi pltdi thong qua truyen thong 
dai cluing 

Hanh vi nguoi tieu dung co the chiu anh hirong cua mot so dac diem mbi lien 
quan den nhung san pham mbi tung ra thi truong, phim mbi xuat xuong. nha hang mbi 
khai truong, nhung true trac lien quan den san pham hay nhung sir co do viec lam 
dung hoac dung sai san pham. Khi di mua mot oto mbi, nguoi tieu dung thubng dira 
vao tri nhb ve thong tin chat luong duoc chieu tren tivi, tren cac trang web, tren cac tap 
chi tieu dung hoac cac truyen thong khac ma nguoi lam thi truong khong kiem soat 
duoc. Mot so nguon truyen thong gay anh hubng rat manh. Vi du. nguoi tieu dung 
hicn nay thubng chon phim theo goi y cua cac nha binh luan, ra quyet dinh di an o dau 
dua tren cac bai bao ve nha hang, ra quyet dinh mua hang can cur vao cac bai bao trong 
tap chi tieu dung, va dang ky phong khach san theo tieu chuan danh gia cua bao chi. 
Nhung nguoi noi tieng hoac cac guong mat truyen hinh quen thuoc cung co the anh 
hirong den quy et dinh mua. su dung va loai bo mot san pham/thiromg hieu. 

1.1.4. Nguon kltong do nguoi lam tlti truong chi pltdi tlwng qua kenli cd n It ait 

Truyen mieng thong qua ban be. gia dinh. hang xom. tham chi nhung nguoi xa 

la de tac dong den hanh vi tieu dung. Vi du. chung ta nghe ban be khao nhau ve mot 
nha hang ua thich mbi mo mot chi nhanh mbi, va chung ta co the quan sat cac mon 
khach hang kliac goi tai mot nha hang mbi. 

1.2. Strkltdc nhau giua cac nguon dnlt It nong 

1.2.1. Tansudt 

Nguon truyen thong dai chung rat quan trong doi vbi nguoi lam thi truong do ho 
tiep can duoc luong khach hang dong dao. Mot nguyen nhan giai thich tai sao quang 
cao Pepsi gay duoc an tuong cao la do quang cao va email cua ho da tiep can duoc 
nhieu nguoi. Hien nay. truyen thong qua xq tinh. Internet va cac cong nghe khac dang 
chuyen tai rong rai cac thong diep Marketing, cac thong tin ve san pham. hanh \ i tieu 
dung dai chung. va cac chuong trinh truyen hinh tiep can trirc ti4p voi khan gia dang 
gia tang nhanh chbng. mo rong quy mo phu song b cac \iing. dia phuong va cac noi 
khac tren the gibi. 

1.2.2. Kha nditg truyen tlidng Itai chieu 

Nguon anh huong qua kenli ca nhan co the duoc sir dung \ i chung cung cap 
luong thong tin hai chieu. Vi du. mot nhan \ien ban oto eb nhieu anh hu^mg him mot 
quang cao oto. do nguoi ban hang cb the dieu chinh thong tin ban hang cho phu hop 
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vcri nhu cau thong tin cua khach, phan bac lai cac ly le cua khach, nhan manh lai nhimg 
thong tin quan trong ho3c phirc tap, dat ra cac cau hoi va chac chan cac cau hoi se duac 
tra lai. Cac cuoc doi thoai ca nhan thuang chi mang tinh ngau nhien. khong chit dinh 
va khong co muc dich bang cac thong tin chuyen giao tir truyen thong dai chung. 
Trong mot cuoc doi thoai. ca nhan thuang khong luimg truac dieu se duac noi va it khi 
theo mot quy trinh nhat dinh de tranh nhung thong tin khong phu hap vcri ca so tham 
chieu cua ho. Thong tin tir nguon ca nhan mang tinh song dong han thong tin tir nguon 
truyen thong dai chung, bai lai noi cua ca nhan la trung thuc va do do thuvet phtic han. 

1.2.3. Su tin tuang 

Trong khi cac nguon truyen thong dai chung va ca nhan khac nhau trong tiC'p can 
va kha n3ng thong tin hai nguon, nguon chju/khong chiu sir chi phoi cua nguiri lam thi 
tnrong lai khac nliau a do tin cay. Nguai tieu dung co xu huerng danh gia thong tin tir 
cac nguon tir nguai lam thi truong chi phoi la it dang tin cay va it khach quan han. Trai 
lai. nguon thong tin ngoai tarn kiem soat cua nguiri lam thi truong lai co do tin cay cao 
hon, do nguai tieu dung tin rdng chung khong chiu dnh huong cua ca nhan trong cac 
quyet djnh mua hang, tieu dung hay loai bo. Chimg ta thuang tin tuang cac bai bao 
trong tap chi tieu dung oto hon la cac thong tin do nguai ban cung cap. Do nguon 
khong chju su chi phoi cua ngucri lam thi truong duqc tin tuang han, chung co xu 
huang gay nhieu anh huong len quyet djnh cua nguai tieu dung han la cac nguon do 
nguai lam thj truong chi phoi. Mot so nguon truyen thong ca nhan va dai chung cung 
khac nhau ve do tin cay. Chung ta tin vao cac thong tin nghe duac tir nhimg nguai 
quen than, mot phan la do ta thay ho dang tin cay. Mot so nguiri noi tieng cung ducc 
xem la tin cay hon nhung nguiri khac. 

Nguai lam thj truong co the dua tren su khac nhau ve dp tin cav. su tiep can. klia 
nang truyen thong hai chieu de tac dong len hanh vi tieu dung theo nhieu each khac 
nhau. 

- Sir dung cac nguon kliong do ngirffi lain tlti truirng chi phoi de gia tang long 
tin: Khi co the. nguiri lam thi truong thuang co gang su dung cac nguon khirng chiu su 
chi phoi cua ho de xuc tien san pham. Cac giay chimg nhan hay truyen mieng co anli 
huong dang ke. dac biel neu cluing duac chuy en tai qua kenh truy en thimg ca nhan. 
Tuang tu. truy en thong co quyen luc tac dong lim den xu huong lieu dung va hanh \ i. 
tao nen hoaq pha bo mot phong each, hoac thay doi nhan (hire cua nguiri tieu dung. 

- Sir dung cac nguon ca nhan de tang curing truyen thong hai chieu: Nhung 
no luc ca nhan se liieu qua hem neu su dung nguon thong tin ca nhan. Chinh vi vay 
Mary Kay va Av on dua chu yeu vao moi quan he ca nhan giua dai dien ban hang va 
khach hang. Mot so djeh vu kinh doanh nhu trung tarn chant soc sac dep hoac gia su 
lai chu y eu dua vao truy en mieng. 

- Sir dung tong hop nhieu nguon de gia tang anh huong Do nguon 
chju/khong chiu sir chi phoi cua nguiri lam thj truirng co tac dong khac nhau. hieu img 
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len ngudi lieu dung co the Ion nhat khi ngudi lam thi truong su dung cac nguon anh 
hudng bo Ira khac. Vi du nguai lam thi truong cua thuoc bo thay rang mac du truyen 
mieng van duac cong ty sir dung, nhung sire ep canh uanh buoc ho phai tim each liep 
can kliach hang bang each khac thong qua quang cao. Tuang tu. do canh tranh giua 
cac nha cung cap djeh vu ngoai nganh ngan hang, cac ngan hang hien nay dang thay 
truyen mieng khong du thu hut hoac gift chan khach hang. Nha quang cao thay rang 
quang cao truyen thong dai cluing su dung cac ngdi sao hang dau dang mat dan hieu 
qua so voi inroc day. 1 rai lai. Marketing to ra co nhieu anh hircnig him neu cac quang 
cao nay ket hap vdi truyen mieng tich cue. 

2. Cue nguon anh lurong dac biet 

Y kien cua nguai khai xuang va nguai am hieu thi truong la hai nguon dac biet 
co anh huang sau rong. Ca hai deu duac xem la nguon khong thuoc chi phoi cua nguai 
lam thi truong. va vi the co tinh tin cay cao. 

2.1. Mguvi klid'i xtnhig 

Ngm'ri kiwi xir&ng la cd nhdn hdnh dong nine mot trnng gian thong tin giua 
truyen thong dai cluing voi quan diem va hdnh vi cua mot cd nhdn hay mot nhom. 
Nguai khai xuang la nhung nguai co dja vi, kinh nghiem. nliumg nguai hieu biet hang 
dau, dieu nav khien ho tra thanh nguon thong tin quan trong. dang tin cay, thuang 
duac su dung trong mot ITnli varc nhat dinh. Khong phai cir la nguiri khai xuang thi 
phai la nguiri noi tieng. Mot dong nghiep cung co the tra thanh nguai khai xuang ve 
may tinh neu ho co nhieu kinli nghiem su dung cac san pham phan cimg \ a phan mem 
miri nhat cua ma> tinh. I)6i khi nguai khai xuang la ban be hoac nhung nguai quen 
biet co cung dac diem lieu dung, hoac la cac nha chuven mon nhu bac s\. nha khoa 
hay luat su tu \an cho benh nhan va khach hang. Nguon khong chiu su chi phoi cua 
ngircri lam thi truong nhu nha binh luan phim anh. phong su nha hang, tap chi lieu 
dung cung duac coi la cac nguon thong tin. Nhung ngircri noi tieng ha\ dung dau cac 
nhom xa hoi khac nhau cung cd the tra thanh nguai khai xuang doi voi nhieu san 
pham djeh vu. Do ho rat duac tin nhiem. nguai dan dau dong vai tro quan trong trong 
vice chap nhan san pham, djeh vu mcri cua ngucri tieu dung. 

Ngircri khai xuang la mot phan trong phan loai chung ve ngucri kiem soat - 
nguiri cd anh hirimg hoac quyen lire dac biet trong vice quyet dinh xem mdt san pham 
hay thong tin nao se duac phd biC % n tren thj tnremg. Vi du. Bo \an hda thong tin va the 
due the lhao Viet Nam la dem vi kiem duvet phim anh trong nude \a nude ngoai nhap 
vao Viet Nam. 

Do anh hinmg cua ngudi khcri xudng kha manh. cac nha nghien cuu da tiOn hanh 
khao sat ai la ngudi dan dau va tiep can \di ho bang each nao. Nhung nghien cuu da 
phai hicn mot so dac diem chinh. Vi du. ngudi dan dau thudng biet rat nhieu sail pham. 
her thudng xuyen su dung truyen thong dai chung va hay mua cac san pham mcri nga\ 
khi chung duac lung ra thi truong. Ngucri khcri xudng cd tinh tu tin cao. thich uiao du 
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va san sang chia sc thong tin. Dac biet, neu so sanh voi nhung nguiri ticu dung khac. 
ho thirong sir dung nhieu ticu chi de danh gia dich vu, san pham him. Nguoi dan dau 
co the gay anh huong vi ho khong co dinh kien ca nhan, ap dat Icn each tiep nhan 
thong tin cua nguoi ticu dung, vi the y kicn cua ho khong bi thicn lech va dang tin cay. 
Hon nura, do co hicu bict va kinh nghiem doi voi san pham, y kicn cua nguoi dan dau 
thuang dugc danh gia cao khi thu nhan, ticu dung va loai bo hang hoa. Tuy nhien. vice 
nguoi dan dau la trung gian thong tin khong co nghia la luc nao thong tin ciing co 
nguon goc tir ho de den voi nguoi lieu dung. Ban than ho cung phai di tint kiem thong 
tin tir nhung nguoi khac. cho nen nguoi khoi xuong vira la nguoi di tim thong tin vira 
la nguoi cung cap thong tin. 

2.2. Nguoi am liieu thi truvng 

Nguiri am Itieu Ihi truvng la nhimg ca nhan co rat nhieu (hong tin ve san pham 
nai hdn va cue due diem khac cua thi tnromg, ho thmmg khoi goi nhung chu de thao 
lucin voi nguoi lieu dung va tra Idi nhung thde mac cua nguoi ticu diing. khac voi 
nguoi khoi xuong, nguoi am hicu thi truong bict rat ro thi truong noi chung. \i du nhu 
o dau va khi nao co cira hang gi, hang nao dang giam gia, san pham nao la tot'xau. I lo 
rat tur tin ve each hicu bict cua ho doi voi thi truong va kha nang sir dung cac kicn thuc 
nay. Do quan tarn ve thi tnrong chung, ho thirong hay chu y den cac san pham moi tir 
rat som, va la nhung nguoi sir dung da dang cac nguon thong tin khac nhau, vira thu 
thap vira cung cap thong tin thj truong. 

Ngircri lam thj truong sir dung mot so chicn thuat de ga\ anh hiremg Icn ngircri 
khoi xuong va nguiri am hicu thj tiarirng. 

- 77/// It lit nguoi kltoi xuong va nguoi am liieu thi tru ong: Tiem nang tac dong 
cua nguoi khoi xuong kha manh \ r i ho dong vai tro \ira la nguoi tim kiem. vira la 
nguoi cung cap thong tin thi truong. Cho nen. mot trong nhung chicn luge Marketing 
ro nhat de tiep can dirge nguoi khoi xuong va nguoi am hicu thj truong la tac dong den 
ho mot each true tiep. Vi du, sir dung cac bae sy da klioa va chuyen klioa de giiip 
nguoi ticu dung tim hieu ve nhung san pham va dich vu v tc. sire khoe. Nguoi lam thi 
truong phai co kha nang xac dinli dugc nhung nguoi khoi xuong va am hicu thi truong 
neu muon thu hut hg. 

- Sir dungy kien nguoi kltoixu&ng trong truyen thong Marketing : Mac dii tac 
dong cua nguoi khoi xuong co the bj suy giam khi truyen qua nguon do nguoi lam thj 
truong chi phoi, nhung kinh nghiem va cac moi quan he cua ho v an co the ho trg cho 
san pham san pham. Flnrong thi nguoi lam thj truong co the su dung nguiri dan dau 
“gia dang * (bae si. nha si. chuyen gia) trong quang cao san pham de dem lai sir tin 
tuong cho nguiri xem. 

- liming nguoi tieu dimg sang y kien nguoi klidi xuong Cuoi cung. nguiri 
lam thi truong co the thu hut nguiri ticu dung va de nglij ho chi ra mot nguiri dan dau 
co hicu bict (v i du. hoi bae si ve tinh him hicu cua mot loai thuoc). 
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3. Anh hirong cua nhom tham khao 

Anh huong xa hoi duoc thirc hien bcri mot so nhom cu the cung nhu bcri mot so 
ca nhan nhu nguoi dan dau hay nguoi am hieu thi truong. The hien ngay tir ten goi, 
nhdm ilium khao la lap hrp cac ca nhdn de ngirdi lieu dimg tham chieu voi ban than 
ho, nhdm huong dan ho thiet lap thdi do. kien thirc hay hdnh vi ca nhdn Nhu vay, mot 
nhom tham khao co the co y nghia dac hiet voi ca nhan nav nhung lai khong co tac 
dong gi d£n mot ca nhan khac. Ngav doi voi mot ca nhan. nhom tham khao cung chi 
co anh huong trong mot giai doan nhat dinh. Nhom tham khao khong nhat thiet phai la 
mot nhom t6n tai thirc (vi du nhu nhom ban dong nghiep). ma co the mang y nghia 
triru tuomg. chung chung (nhom sanh dieu) hoac tucmg tupng (nhom sieu nhan - doi 
voi trc cm thich xem phim sicu nhan). 

3.1. Plain loai nhdm III am kliao 

Nguoi ticu dung co the lien quan den mot trong 3 kieu nhom tham khao sau: 
mong mrc . lien kel . khong lien kel. 

3.U. Nhom lliam kliao mong mrc 

Ddy Id nhdm md ngircri lieu dung ngirang mo vd mong muon duac giong nine ho 
nhung lai khong the tro thanh thanh vien cua nhom. Ngucri tieu dung se co xu huong 
bat chuoc hanh \ i cua nhom mong uoc mac du ho co the van chua la thanh vien cua 
nhom. Vi du. nguoi ham mo thuong ao uoc tro thanh thanh vien cua mot nhom nhac 
hoac la mot ca si. dien vien noi tieng. 

Nhom tham thao mong uoc duoc chia thanh hai loai: nhdm tham khao dir hdo vd 
nhdm tham khao hieu nrong. 

- Nhdm tham khao dir hdo : Nguoi tieu dung co the du doan se duoc tham gia 
trong mot tuong lai gan, cho nen ho su dung cac thuat ngu rieng cua nhom. phong 
each cu chi cua nhom nhu the ho da la thanh vien roi. Vi du. nhom doanh nhan thanh 
cong la nhom tham khao du bao doi vcri cac sinh vien hoc nganh Quan tri Kinh doanh. 

- Nhdm tham khao hieu tuong: Nguoi tieu dung mo uoc duoc gia nhap nhung 
dieu nay rat kho tro thanh hien thuc. Vi the viec tham gia cua ho chi mang tinh bieu 
tuong. Vi du. nhom nhung nguoi noi tieng (nghe sy. van dong vien. chinh tri gia...) la 
cac nhom tham khao bieu tuong. Tham gia cac cau lac nguoi ham mo chinh la mot 
each de ngucri tieu dung thoa man mong muon cua mirth. 

3.1.2. Nhdm tham kliao lien ket 

Dd y Id nhdm md ngircri lieu dimg dang tham gia. nhu mol nhdm ban. mot gia 
dinh mo rdng. mdl nhdm dong nghiep . mot cau lac bd hay mot nhdm ban hoc. Nhom 
giai tinh. dan toe. dia ly va tuoi tac ma nguoi tieu dung hien dang la thanh vien cung la 
cac nhom tham khao lien ket. vi vcri nhom nay. nguoi tieu dung xac dinh duoc ban sac 
cua ho. Cac nhom na\ thuong rat hay duoc cac nha quang cao khai thac \a gten thieu. 
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Vi du nhu gidi thieu nhom ban tre cung uong nude giai khat, ca gia dinh cung uong 
vitamin.... 

3.1.3. Nhom llinm khao kliong lien ket 

Shorn nay bao gom nhirng ca nhiin co ihdi do. gia tri va hanh vi mu ngudi 
lieu dimg khong tan ihdnh va khong muon lam iheo. Nhom "dan trot" a Nga kich 
dong bao lire nen dupe eoi la mot nhom tham khao khong lien ket doi vdi mot so 
ngudi. Ngudi dan My cung la mot nhom khong lien ket doi vdi nhirng ngudi tieu 
dung tai mot so nude A rap, va nhom ky thj Do thai cung la mot nhom khong lien 
ket tai Due hoac tai My. 

3.2. Dae diem ctia ede nliom tham kliao 

Cac nhom tham khao co the dupe mieu ta theo (I) mire do lien kit. (2) tinh ehudn 
mire, (3) sir dong nhiil giica cue thdnh vien, 14) tinh hap dan cua nhom. (5) min dii. (6) 
mire do dinh dang va (7) lien ket giira cac thdnh vien. 

3.2.1. Mire do quan lie/lien ket 

Nhom tham khao thay doi theo muc do lien ket. Ban co the co nhirng quan he 
true tiep va rong md vdi mot so nhom tham khao nhu nhom ban than, gia dinh nhung 
lai it quan he vdi cac ban cung ldp. Nliom tham khao ma d do ban co moi quan he chat 
che thudng gay anh hudng ldn. Mot nhom ma chung ta co tuong tac true tiep nhu gia 
dinh, dong nghiep. thay co giao la nhom tham khao bac 1. Trai lai, nhom tham khao 
bac 2 la nhom gay anh huong IC'n ban ngay ca khi ban kliong co quan he trire tiep vdi 
cac thanh vien trong nhom. Ban co the la thanh vien cua cac nhom nhu Hiep hoi 
Doanh nhan, nhom ban chat tren Net, hay CLB ban yeu am nhac. Mac du ban tuong 
tac vdi nhom chi thong qua cac kenh truyen thong phi ca nhan nhu bao chi. hanh vi va 
gia tri cua nhom van co the gay anh hudng den hanh vi cua ban. 

3.2.2. Tinh ehudn nine 

Nhom tham khao cung thay doi theo chuan muc. Hiep hoi sinh vien. doan van 
dong vien. cau lac bo hay ldp hoc deu dupe to chuc theo quy che nao do. Uong do co 
nhirng nguyen tac hay nhung tieu chuan de trd thanh thanh vien cua nhom hoac de co 
cac hanh vi mong muon cho moi thanh vien. Vi du, ban phai dap img mot so yeu cau - 
co giay nhap hoc, thuc hien mot so nghla vu dau nam - trude khi ban thuc su tham gia 
mot khoa hoc nao do Uong trudng. Khi vao hoc, ban phai chap hanh noi quy nhu di 
hoc dung gia va len ldp phai ghi bai. Mot so nhom khac lai bo hep hon. it tinh to chuc 
hon, it tinh he thong hon. Vi du, nhom ban moi chua co mot co cau thanh lap chinh 
thuc va cung chua co tap hop cac nguyen tac chat che nao. 

3.2.3. Sir dong nlidt trong nliom 

Hay con goi la su dong nhat giua cac thanh vien trong nhom. Khi cac nhom 
tuong dong vdi nhan. nhom tham khao co xu hudng noi bat len do cac ca nhan giong 
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nhau se nhin nhan van de theo each giong nhau. tuang lac thuang xu>en veri nhau. va 
xay dung cac lien ket xa hoi chat che hon. Thanh vien nhom co nhieu ca hoi hon de 
trao doi thong tin v a cung thuang de chap nhan thong tin tir nguiri khac. Do nguiri gui 
\ a ngiroi nhan co nhieu diem tuang dong, thong tin ho chia se thuimg dugc danh gia la 
dang tin cay. 

3.2.4. Mat do nhom 

Mat dp nhom chi ra co bao nhieu thanh vien tham gia vao nhom v a dac bici tat 
ca deu quen biet nhau. Vi du. mot gia dinh thir bay nao cung di chon ca nha. do la 
mot he thong xa hoi co mat do cao. Trai lai, mot Khoa tai mot truerng Dai hoc Ion co 
mat do kern horn do cac thanh vien co it ca hoi de tuang tac vai nhau. trao doi thong 
tin hay anh hirang den nhirng nguiri khac. So vai mot khu pho thanh thi. mat do 
nhom cua mot lang nong thon Ian han do mire do quen biet la cao giura nhieu thanh 
vien trong lang. 

3.2.5. Muc do niton dien 

Mot so dac diem cua cac ca nhan trong mot nhom cung la mot each de phan biet 
cac nhom vai nhau. Do chinh la mire do nlian dien mot thanh v ien trong nhom. Khong 
phai ctr la thanh v ien cua mot nhom thi deu sir dirng nhom minh lam nhom tham khao. 
Thav vao do. anh hirang cua mot nhom len hanh vi ngiroi tieu dung chiu tac dong cua 
mire do ma theo do chung ta dirge dinh dang cung vai nhom. Vi du. mot nghien ciru 
chi ra rang ngiroi tieu dimg nao quan tarn den cac sir kien the thao se thich mua cac san 
pham cua mot nha tai trg. khi ho the hien dugc nhan dien manh me v cn dpi chiri. va khi 
ho thav- vice mua hang la mot chuan mire cua nhom. 

3.2.6. Cud'ng do lien ket 

Mot trong nhimg dac diem de phan biet ca nhan cua mot nhom la cuang do lien 
ket giua cac thanh v ien. Mot lien ket manh chi ra hai ca nhan thiet lap mot moi quan he 
chat che. than quen. thong thuirng dirge xac dinh qua su tuang tac. trao doi thudng 
xuyen. Mot lien ket kern cho thav cac ca nhan co mot moi quan he xa each, khong 
than, va quan he ca nhan rat han che. 

3.3. Anh Inning cua nhom tham khao den vieexa lioi lida nguiri tieu dung 

Mot phuomg thirc ma nhom tham khao gay anh huang den hanh vi tieu dimg la 
thong qua qua trinh xa hoi hoa. Day la mot tien trinh theo do ca nhan ti£p nhan ky 
n^ng. kicn thirc. gia trj va thai do can ban cua mot lTnh virc nhat dinh. Xa Itoi Iwa 
nguvi tieu dimg lit mot qua trinh trong do chung ta hoc each tnr thanh nginri tieu 
dimg va di den cho nhan thirc dirge gia tri cua tien; danh gia nen gui tiet kiem hav chi 
tieu theo y thich: va san pham se dugc mua va su dung nhu the nao. khi nao va a dau. 
I hong qua xa hoi hoa. ngiroi tieu dimg hoc dugc cac dong ca v a gia tri. ciine nhu cac 
kien thirc v a kv nang de tieu dimg mac dii mot so nha quan sat dang to long khi cho 
rang xa hoi hoa khuven khich tre em coi vat chat la mot phan cua hanh phuc. thanh 
cong va dia vi. 
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Qua trinh xa hoi hoa nguoi tieu dung co the dien ra thco mot so phirong thuc. 
Cha me co the chuyfin tai gia trj cua viec tiet kiem bang each (1) giao due true tiep cho 
con cai bict lam quan trpng cua tiet kiem tien. (2) de con cai tu quan sat cha me thuc 
hien tiet kiem hoac (3) thuong cho con cai khi chung tiet kiem. Mot nghien ciru cho 
thay giao due true tiep la phirong lien hieu qua nhat de chuyen tai ky nang ngiriri tieu 
dung cho tre nho. Doi voi tre Ion him thi tu quan sat lai la each hoc hieu qua. 

3.3. I. Con nguvi- tac nIt fin xa lioi hoa 

Ro rang nhom tliam khao nhir gia dinh hay ban be dong vai tro quan trong la 
nhung tac nhan xa hoi hoa. Cha me la nhung tac nhan xa hoi hoa thong qua vice gay 
anh huimg len loai san pham. chuimg trinh tivi. va quang cao ma con ho xem. Mot vai 
phu huynh rat quan tarn den vice tre xem cac chuimg trinh truyen hinli hay sir dung san 
pham nao va tlnrong dira ra cac quy dinh cho con cai: chung dupe xem ti\i gia nao. 
kenh nao, xem chuimg trinh nao. Ngay ca ong ba cung dong vai tro xa hoi hoa quan 
trong. Trong mot so truong hop, ong ba nao co each xu su nhe nhang voi cac chau thi 
se la cac nguon thong tin hieu qua hon cha me chung. Hieu ung cua cac nhom tharn 
khao - tac nhan xa hoi hoa co the thay doi thco thoi gian. Cha me co anil huemg dang 
ke doi voi tre nho, nhung anh huimg se giam dan khi tre Ion len va co nhieu tuimg tac 
voi xa hoi hon. Tirong tu, ban be a tnrimg co nhieu anh huimg den gia tri, lhai do. 
hanh v i doi \oi tre a lira tuoi thanli thieu nien. nhung sau do anh huimg se giam dan. 
Do chung ta lien kel uVi nhieu nhom trong suot qua trinli song non xa hoi hoa la mot 
tien trinh keo dai suot Jiri. 

3.3.2. Truyen thong dai cluing va tlii truong - tac nlnin xd lioi lida 

Chuimg trinh livi. phim anh, tro chiri \ ideo. Internet va quang cao cung dupe coi 
la cac tac nhan xa hoi hoa. Chung ta can nhcr la nam giiVi thuimg dupe the hien iron 
quang cao la hieu bict. hung hang, nang dong, va cung thuc dung him khi hanh dong 
(so voi phu nur). Ro rang, vai tro cua gioi tinh co the anh huimg den nhan thuc cua tre 
em ve nhung gi gan lien \(Vi moi gioi. Ngoai ra. ngiriri tieu dung san pham cung la tac 
nlian xa hoi hoa. dieu na\ co nghla la cac do chiri khi con nho anh huimg den \ iec 
chung ta la ai va chung ta muon gi. Mot nghien ciru cho thay cha me thuxmg mua cho 
con trai cac do the thao. may moc. do choi quan sir. \ a trang tri phong be trai bang cac 
mau sac nam tinh. Trai lai cac be gai thuong thich choi do htuig. trang tri va phong 
thuong co rat nhieu mau sac sac so. hoa hoe. Khong co gi dang ngac nhien khi nghien 
ciru chi ra cac be 20 tilling tuoi da phan bict dupe dau la do choi cho be trai. va dan la 
do choi cho be gai. Ret qua nav mot phan do cac bac phu hu\nh khuyen khich con cai 
sudung do chin theo dung dinh huimg giiri tinh. dac bict la voi cac he trai. 

4. Anh lurong qui chuan 

( ho den hie nay. chung ta da dupe gioi thieu ve aie nguon anh huimg khae 
nhau: chung. dac bict \a nhom. Cac nhom na\ co the thuc hien hai kieu anh lunmg: 
qui cluidn vd thong tin 
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Anlt Inr&ng qui cltudn la dp lire xa hoi nhdm khuyen khich sir tmmg htrp voi 
mong muon cua ngirai khac. Phan nay se phan tich tai sao va nhu the nao anh huong 
qui chuan lai tac dong den cac dir dinh va quyet dinh lieu dung cua chung ta. Khai 
niem “anh huong qui chuan” xuat phat tir cac chuan muc theo do de ra cac quyet djnh 
tap the cua xa hoi lien quan den mot hanh vi nao do. Vi du. chung ta co quy djnh loai 
thuong hieu nao va cua hang nao la tot, chuan muc khong khuyen khich vice mua 
hang ngau hung va boc dong, hay quy dinh loai thuc an nao nen an trong bura toi. Dao 
due cung gay anh huong qui chuan den nhung gi dung sai, va tac dong manh m2 len 
thai do (doi voi hut thuoc la, chang han). Anh huong qui chuan dan den danh gia hofc 
trimg phat nguoi tieu dung neu ho khong lam theo cac chuan muc, nguoc lai thuong 
ngudi tieu dung neu ho thuc hien cac hanh vi mong muon. 

4. /. Tac dong cua anh lurdng qui cltudn den Itanlt vi ngu&i lieu dung 

4.1.1. Sutuvng herj) trong lira chon thuxrng Itieu va viec tudn tliu nhdm 

Anh huong qui chuan tac dong den su tuong hop trong chon lua thuong hieu- 
xac suat ma nguoi tieu dung se mua nhung san phSm/thuong hieu ma nhom ho da 
mua. Vi du, so sanh cac loai do an, quan ao, am nhac, kieu toe ma ban mua voi nhumg 
gi ma anh chj cua ban chon lira. Chac chan anh chi cua ban va ban se co nhieu chon 
lira giong nhau. 

Anh huong qui chuan tac dong den sir tuan thu nhom - xu huong mot ca nhan 
xu sir giong nhu xu sir cua nhom. Sir tuong horp trong chon lira thuong hieu va sir tuan 
thu nhom co lien quan den nhau. Vi du. ban phai tuan thu bang each mua mot san 
pham giong nhu cac ban khac trong nhom, mac du vice chon lira thuong hieu khong 
chi la each thuc duy nhat de ban co sir tuan thu. Ban cung co the thuc hien mot so hoat 
dong ma nhom muon ban lam, hoac hanli dong theo each ma nhom hanh dong. Vi du, 
hanli dong cua ban tai mot buoi tiec phu thuoc vao viec ai la nguoi se di cung ban (bo 
me, ban dong ngliiep). Trong moi truong hgp, ban tuan thu mot tap hop cac mong 
muon khac thong qua cac hanh vi phu hop nhat. 

4.1.2. Piute lung hay phan kluing 

Phuc tiing. mot hinh thuc khac cua anh huong qui chuan. giai thich viec lam theo 
nhung gi ma nguiri khac yeu cau. Ban dong y lam theo khi duoc >eu cau, neu ban 
tham gia mot chuong trinh nghien cuu. dien vao ban dieu tra thi truong hay mua hang 
cho mot buoi tiec gia dinh. Bo me ung thuan hay chieu theo con cai khi mua thuc an. 
mua do chd hay cho phep cac hoat dong (nhu di du tiec sinh nhat) ma con tre yeu cau. 
Tuy nhien, khi chung ta nghi rang tu do cua chung ta dang bi de doa. mot phan ung 
nguoc lai se xa\ ra va chung ta se co nhung hanh dong phan khang - lam nguix: lai 
nhung gi ca nhan hoac nhom muon chung ta lam. Vi du. neu ngirih ban hang tao ap lire 
cho ban qua nhieu, biui se phan kluing lai bang each noi rang ban khong muon mua gi 
ca, mac cho nhan \ ien ban hang dang rat co gang. Bo me cung co the phan khang ban^ 
each tir choi mua khi con cai doi hoi qua nhieu. 
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4.2. Cac nhan to tic dong den sue mqnlt cua dnh Itte&ng qui cliuan 

Sure manh cua anh hircmg qui chuan phu thuoc vao cac dac diem cm son phdm, 
ngirai lieu dimg vd nhom ma ho thcim gia 

4.2.1. Due diem son pliant 

Cac nha nghicn cun gia thuyet rang nhom tham khao co the anh hircmg len hai 
kieu quyet dinh (!) mua hay khong mol san phdm trong mol loai nhcil dink (2) mm 
thuemg hieu ndo. Tuy nhien, anh hircmg cua nhom tham khao den quvet dinh mua san 
pham va thiremg hieu con phu thuoc vao viec nguai mua tieu dung hang hoa tai nha 
rieng hay tai noi cong cong. va do la hang hoa thiet yeu hay cao cap. 

Nhom tham khao thurong co it nhieu anh huemg len loai san pham ma chung ta 
se mua. Vi du, ban be co the khong gay anh hircmg den viec ban mua mot chai nuoc 
uong giai khat, nhumg ho co the anh huong den viec ban mua doi giay the thao hay bp 
quan ao. Mot phan la do san pham cao cap the hien dia \i, thanh the - nhumg dieu co 
gia tri doi voi thanh vien trong nliom. Nhir vay, hang cao cap chuyen tai moi quan tarn 
va gia tri rieng cua ban va dong thcri chi ra ban la ai, ban dang lien ket voi nhom nao. 
Vi the. nhom tham khao co nhieu anh huemg len viec mua san pham, phu thuoc vao 
san pham thiet yeu hay cao cap. Thu hai, can chu y xem do co phai loai san pham tieu 
dung de thay, cho phep ngucri khac thay thirong hieu sir dung. Vi du, oto la san pham 
tieu dung de thay. the hien ro cho ngirai khac biet chung ta dang di xe l errarri hay xe 
Ford. Trai lai. it ngirai nhin thay thirong hieu may giat chung ta da mua. do san pham 
nay dat tai nha rieng cua ca nhan. Do hinh anh thirong hieu khac nhau thi truyen dal 
thong tin cho ngudi nhan cung khac nhau. Nhom tham khao co anh hirong quan trong 
len thirong hieu san pham sir dung noi cong cong. chu khong phai san pham tieu dung 
tai nha rieng. Tuy nhien. mot san pham tieu dung de thay cung cap co hoi thirong phat 
cho ngucri khac. Nhom se kho khan de xay dimg cac chuan mire va hinh thirc thuimg 
phat khi vi pham chuan nurc. neu san pham dupe tieu dung tai nha rieng. Vi vay. nhom 
tham khao anh hircmg den lira chon loai san pham cho hang cao cap. chu khong phai 
cho hang thiet yeu va tac dong den lira chon thuemg hieu cho san pham tieu dimg de 
thay (lai noi cong cong), khong phai la cho san pham tieu dung tai nha rieng. 

4.2.2. Dqc diem cua ngudi tieu dimg 

Tinh each cua mot so ngiriri tieu dung lam ho nhay cam voi anh hirong cua 
nhfmg ngucri khac. Mot so nha nghicn cim ngucri tieu dung da xay dimg thang do "Do 
nhav cam veri anh lurcmg cua ngucri khac". theo do 6 tieu thuc dan tien dupe gicri thieu 
trong bang 10.2. Nguai tieu dung nhay cam voi anh huemg ca nhan se co gang gia tang 
hinh anh cai toi bang each mua cac sail pham ma ho nghi ngucri khac se chap thuan 
Nhimg nguoi tieu dung nay cung muon tuan thu mong muon cua ngucri khac lien quan 
den vice mua san pham hay thuemg hieu. Hon nua. dac diem tinh each dupe goi la 
"Chu y dc*n cac thong tin so sanh xa hoi" cung lien quan den anh huong qui chuan. Ca 
nhan nao co tinh each nay cao sc tap trung chu y nliieu hem den nhimg gi ngirai khac 
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lam va su dung thong lin nay de dinh huong hanh vi cua ho. Vi du. nghien ciru cho 
thay dan ong cam thay long tir trong giam di khi xem quang cao ve mot nhan vat thanh 
cong trong tai chinh. trong khi phu nu lai nhan thurc ban than giam di khi xem hinh anh 
quang cao ve mot su hap dan hinh the ly tuong. Muc do lien ket cung tac dong den lam 
anh huong qui chuan. Khi lien ket manh. ca nhan thuong duy tri quan he voi nguoi 
khac trong cung nhom va thuong co dong ca tuan thu cac chuan muc \a mong muon 
cua nhom. 


Bang 10.2: Thang do do nhay aim v&i anh huong cua nguoi kluic 
va sir chuy den III ong lin so stilt li xtl lioi. 

Thang do do nhay 
cam voi anh huong 
cua nguoi khac 

1. 16i hiem khi niua thoi trang nioi nhat cho den khi ban be toi 
mua no 

2. Neu nguoi kliac co the thay toi sir dung san pham. toi tlurang 
mua thuong hieu ma ho muon toi mua 

3. Toi thuong mua nhung san pham va thuong hieu ma nhung 
nguoi khac da mua 

4. De dam bao rang minh da co dupe quyet dinh dimg dan khi cliQn 
sail pham ha\ thuong hieu. toi thuong quan sat nhung gi nguoi kliac 
mua \ a sir dung 

3. Toi it co kinli nghieni ve mot san pham. toi thuong hoi ban be vc 
san pham do 

6. Toi thuong thu tliap thong tin tir ban be \a gia dinh vc mot sail 
pham truoc khi mua 

Thang do muc do 
chu y den thong tin 
so sanh \a hoi 

1. Toi cam tliay rang neu moi nguoi khac trong nhom cu xu thco 
each nao do. thi chac han do la each cu xir dung 

2. Toi cliii dong tranh mac nhung bo quan ao khdng hop mot 

3. 0 cac bua tiec. toi thuong cu xu thco each ma ininli thay la phii 
hop \ di noi do 

4. khi khdng biet cu xu nhu the nao trong mot tinh huong xa hoi. 
toi thuong nhin each cu xu cua nguoi khac de hoc thco 

5. Toi co tliien huong quan tarn den nhung gi nguoi khac mac 

6. Chi can mot anh nliin khdng tan thanh cua ngudi ma toi dang noi 
cliuypn se lam toi thay ddi each tiep can 


4.2.3.D(ic diem cua nliom 

Cac dac diem cua nhom cd tac dong den muc do anh huong qui chuan. Mot 
trong nhfrng \ 1 du la muc do mot nhom dua ra hinh thurc tlurang phat. ha\ con dtrac 
biet den la qu\en thuong phat. Vi du. ban be tlurang thich ga> anh hiamg den kieu 
dang quan ao cua ban hem la nguoi hang xom \ i ban be co ca hoi \ a Jong ca Ian 
hem - quyen thuong phat cao han - de dua ra hinh there phat neu ho tha> rang quan 
ao cua ban khdng phu hap. Sir lien ket va tuong dong cua nhom cung quyet dinh 
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den mure do anh huong qui chu5n. Mqt nhom lien ket manh va co nhieu thanh vien 
giong nhau co the truySn thong va tuong tac tren cung mot nguyen tac co ban nao 
do. Do do, ho co nhieu co hoi hem de chuyen tai anh huong qui chuan va dua ra cac 
hinh there thuong phat. Cu6i cung anh hucrng qui chuan co xu hudmg manh horn khi 
nhom dong nguoi va khi cac thanh vien cua nhom deu la cac chuven gia. Vi du. 
ban se dong y mua mot chiec dien thoai di dong neu duqc mot nhom chuyen gia ve 
dien thoai di dong - ban be cua ban - gop y hon la giri y cua nguoi ban hang. 

5. Anh huong thong tin 

Ben canh anh huomg qui chuan, nhom ihum khao va cac ngudn khde con guy 
anh hucrng thong tin khi cung cap ede tin tuc. du lieu giitp nguoi lieu dung ra quyet 
iinh. Vi du, nhom bqn chat tren Internet cua mot trang web du Ijch tao anh hucrng 
thong tin khi cung cap thong tin ve chi phi, dja diem... cho khach du Ijch tuomg lai. 
Ban be cung gay anh hucrng khi noi cho ban biet bo phim nao dang duqc chieu. va 
phuong ticn truyen thong tao anh hucrng thong tin khi lam cac phong sir ve mot so 
san pham nguy hai cho sire khoe. 

5.1. Tac dong cua dull liu ffiig tliong tin len It tin It vi lieu dung 

Anh hucrng thong tin rat quan trong vi tac dong den luqng then gian va cong 
sue ma nguoi tieu dimg bo ra de tim kiem thong tin va ra quyet djnh. Nguoi tieu 
dung nao co thong tin roi thi de dang tir choi tim kiem thong tin khi ra quyet d|nh. 
Vi du, neu ban dang tim mua mot cai tivi man hinh phang va mot nguoi ban than 
noi cho ban biet thuong hieu vita mua xong la tot nhat. ban se mua tivi man hinh 
phang cua thuong hieu nay. 

Mac du anh hucrng thong tin lam giam cong viec lint kiem thong tin. nhimg 
doi khi no cung quan trong doi voi nguoi lam thi truong de tang xac suat ma nguoi 
tieu dung se tham gia vao viec tim kiem thong tin. Vi du. mot so nguoi tieu dimg 
thich tim hieu lai ich cua mot san pham moi sieu viet hon. Cong ty phai tung ra 
mot chien djeh de xay dung y thuc ve san pham va khuyen khich nguoi tieu dung 
so sanh cac san pham hien co voi nhau. 

5.2. Cac nhdn to (tic dong den mice do anh liirtrng thong tin 

Mire do cua anh hucrng thong tin manh hay yeu phu thuoc vao dac tinh cua 
san phani. cua nguoi tieu dung, nguoi gay anh hucrng va cua nhom. 

5.2.1. Due diem san pit dm 

Nguoi tieu dung co xu huong chap nhan anh hucrng thong tin khi phai danh gia 
mot san pham phi'rc tap. nhu do gia dung dien tir. ma nguoi tieu dimg kliong de dang 
hieu each sir dung ra sao. Ngircri tieu dimg co the chap nhan anh huong thong tin khi ho 
cho rang vice mua hang hoac sir dung co nguy co nii ro cao. Nguoi tieu dimg cimg chin 
anh huong thong tin khi thuong hieu rat khac nhau. Do ngucri tieu dimg gap kho khan 
khi xac djnh thuong hieu nao la tot nhat neu cac thuong hieu deu co sir khac biet eking 
ke. ngircri tieu dimg se hucrng theo nhimg thong tin do ngircri khac cung cap. 
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5.2.2. Dac diem nguai tieu dung va nguai gay unit luring 

Dac diem cua ca nguai tieu dung va nguai gay anh huang deu tac dong len 
muc do anh huang thong tin. Vi du anh huang se Ian han khi nguon hay nhom 
thong tin la mot chuyen gia. dac biet neu nguai lieu dung khong co trai nghiem vai 
san pham. Vi du, do khong co thong tin va khong tu tin vao qua trinh mua hang cho 
gia dinh Ian dau tien, nguai di mua thuong xem xet thong tin mot each can than do 
cac chuyen gia hay cac nhan vien ban hang co uy tin cung cap. Nhumg dac tinh ca 
nhan, nhu sir nhay cam doi vai anh huang cua nhom tham khao ha\ chu y den 
thong tin so sanh xa hoi, co the gay tac dong den mure do theo do nguai tieu dung 
se luu y can than cac dac diem, dau hieu cua san pham. 

Giong nhu anh huang qui chuan, anh huang thong tin chju tac dong cua muc 
do lien ket. Cac ca nhan co lien ket chat che, lirimg tac thuong xuyen vai nhau, se 
co nhieu ca hoi han de tim hieu san pham va phan ung cua nguai khac doi vai ho. 
Vi du, khi ca nhan thict lap cac moi quan he xa hoi doi hoi vice chia se thong tin. 
ho se tra thanh ban be khi tham gia tien trinh nay. 

5.2.3. Due diem nhom 

Sir hoa hap trong nhom cung la mot tac nhan cua anh huang thong tin. DSc 
biet, thanh vien cua cac nhom lien ket thuong co nhieu ca hoi \a dong ca cao han 
de chia se thong tin. 

5.3. C ac tieu tluic mu ta thong tin 

Trong boi canh hanh vi tieu dung, thong tin co the dirge mieu ta bang hai tieu 
thirc: hoa irj \ a the lhire. 

5.3.1. Hoa tri thong tin 

Hou tri cho thdy thong tin lei tieu arc (dm) hay tich arc (dinmg) Dieu nay rat 
quan trpng vi nha nghien cim cho rang cac thong tin tieu cue ha\ tich cue gay tac 
dong den hanh vi tieu dung theo nhieu each khac nhau. Thong tin tieu cue thuong 
de truyen thong han thong tin tich cue. Han mot nua so nguai tieu dung khong hai 
long se truyen mieng tieu cue ve san pham. dich vu. Han nua. so nguai tieu dung 
khong hai long se phan nan nhieu gap 3 lan so vai so vai so nguai tieu dung hai 
long noi tot ve san pham. Mot nghien cuu cho thav nguai tieu dung khong thoa 
man vai dich vu tai chinh gia dinh se di noi vai 8 dem 10 nguai khac ve kinh 
nghiem tieu cue nay cua ho. 

Nha nghien cuu cung dat gia thuyet rang ca nhan se chu y han den cac thong 
tin tieu cue (so \ai thong tin tich cue). Dieu nay co nghla la thong tin tieu cue co 
nhieu anh huang han thong tin tich cue. Do nhieu thong tin chung ta nghe dugc ve 
san pham. dich ui la tich cue. nhimg thong tin nhan dugc nhieu »u chu > luni thuong 
mang tinh bat nga. khong quen \a khac biet. C ac thong tin tieu cue cung time da\ 
nguai lieu dung nhan dien \an dc lien quan den ban than san pham. khong lien quan 
den nguai tieu dung san pham. Nhu vay. neu ban biet rang co mot ngu^n than bi om 
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$au khi an tai mot nha hang moi mo, ban thuong chi t£p trung vao cac dac tinh cua 
d6 &n (rat te) thay vi chu y den nguoi ban (an qua nhieu). Cuoi cung. cac thong tin 
lieu cue con co tinh chSn doan - tuc la chung ta quan tarn den chung nhieu horn vi 
chung noi cho ta bidt san pham nay khac voi cac loai khac nhu the nao. 

5.3.2. The thuc thong tin 

Mot dac tinh khac cua anh huong la the thicc then do thong tin dutxc chuyen tai: 
bdrtg loi hoac phi hri. Mac dii cac quy djnh lien quan den hanh vi nhom co the truyen 
thong ro rang qua cac mieu ta bang loi nhung nguoi tieu dung co the hieu khi quan sat 
ling xtr cua nguoi khac. Vi du, ban co mot y tuong rat hay ve mon qua tang tot nghiep 
vi ban da quan sat nhung nguoi khac tang qua. Tuong tu. anh huong thong tin co the 
dupe truyen dat bang loi hoac phi loi. Mot nguoi lieu dung biet dirge rang mot loai 
thuc pham la khong tot khi quan sat nhung nguoi khac tranh luan ve no, hoac nghe 
nguoi khac ke lai kinh nghiem voi san pham nay. 

5.3.3. Anh hii&ng Ian truyen va thuyet plujc cua truyen mieng 

Nguoi lam thi truong thuong quan tarn dac biet den mot hinh thuc gay anh 
huong duoc goi la truyen mieng - qua do thong tin ve san pham, dich vu duoc 
truyen di tu nguoi nay sang nguoi khac. Truyen mieng co the anh huong den hanh 
vi tieu dung. Vi du: Ban quyet dinh di xem mot bo phim moi vi co nguoi noi phim 
rat hay; Ban se hoi nguoi dong nghiep ve noi lam toe dep de den do; Hang xom cua 
ban co the gioi thieu mot nguoi tho dien hay sura may giat... Truyen mieng khong 
chi co tinh Ian truyen ma con co tinh thuyet phuc hon thong tin tu cac nguon khac. 
Mot nghien cuu chi ra rang truyen mieng la mot trong so cac nguon gay anh huong 
den viec mua cac san pham an uong va do dung gia dinh. Truyen mieng gay anh 
huong den viec chuyen doi thuong hieu huu hieu hon 7 lan so voi quang cao in an, 
2 Ian so voi quang cao phat song, va 4 lan so voi nhan vien ban hang. 

Mot dien dan true tuven, phong chat, website co the tao nen nhung hieu ung 
truyen mieng sau rong. Mot nguoi tieu dung khong hai long khong chi noi true tiep 
voi nhung nguoi khac ve san pham va kinh nghiem tieu cue. hp con co the noi voi 
hang tram nguoi khac chi bang mot cu click chuot. To lang ve cac phan ung tieu 
cue tren mang, mot so cong tv thuong kiem tra tren mang de xem san pham cua hp 
dupe binh luan va danh gia nhu the nao tren cac dien dan nay. Vi du hang Ford sir 
dung mot phan mem de theo doi cac thong diep true tuven va tim hieu xem nguoi 
tieu dung noi gi ve san pham cua hp. Ngoai ra. Ford con sir dung Marketing lan 
truyen - hinh thuc truyen thong tu nguoi nay dC'n nguoi khac qua true tuven de ung 
ho mot san pham nao do. Marketing lan truyen rat co hieu lire vi nguon nay khong 
chju sir kiem soat cua nguoi lam thj truong va thong diep duoc chuyen tai rieng 
biet. nhu vay se co do tin cay cao hon. 


* * 
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Tuoi, giai tinh. ho gia dinh dong vai tro quan trong trong hanh vi tieu dung 
Tuoi la nhan to then chot do nhung ca nhan cung do tuoi thi thuong co chun 
kinh nghiem song, nhu cau. bieu tuong. ghi nho. do vay dan den co chung hinl 
thurc tieu dung. 

Sir khac biet giai tinh cung anh huong den hanh vi tieu dung. Vai tro gio 
tinh dang thay doi. Ngay cang nhieu phu nu tro nen doc lap ve mat tai chinh vr 
dam nhan nhung cong viec co chuyen mon. con nam giai dang hoc each tro net 
nhay cam hon va quan tarn hon. Nam giai va phu nu cung khac nhau theo tin! 
each, phong each xu ly thong tin. each ra quyet dinh va hinh thuc tieu dung. 

Ho gia dinh bao gom ca gia dinh va nhung nguai khong cung huyet thong- 
song chung vai nhau. hoac nhung ngucri doc than. Ty le cac ho gia dinh khong 
truyen thong dang tang do nhieu nguyen nhan (1) cuai muon. (2) song chung. (3; 
cung lam viec. (4) ly dj gia tang, (5) gia dinh nho. Ho gia dinh co anh huong dang 
ke den hinh there thu nhan va su dung. Truac het. thanh vien ho gia dinh giu vai tro 
khac nhau trong tien trinh ra quvet dinh (nguai anh huong. nguai quyet djnli. nguai 
mua. nguai sir dung). Thir hai. chong va va khac nhau ve anh huong trong qua 
trinh quyet djnh. phu thuoc vao tinh huong chong lam chu. vo lam chu. ter ra quvdt 
dinh hay dong quyet djnh. Thu ba. tre em cung co the anh huong den tien trinh ra 
quyet dinh khi dua ra nhung doi hoi cho cha me. Ban chat cua tac dong nay phu 
thuoc mot phan vao kieu ho gia dinh: doc doan. tha a. dan chu hay ter do. Tuy 
nhien, nhin chung tre Ion tuoi thi co nhieu anh huong hon tre nho tuoi. 

Nguai tieu dung chju anh huong cua nhieu nguon khac nhau - cac ngu6n 
chiu su chi phoi va nguon khong chju su chi phoi cua nguai lam thi truong: nhung 
nguon duac chuyen tai qua truyen thong dai chung hoac qua kenh ca nhan. Ngucri 
tieu dung danh gia cac nguon khong chju su chi phoi cua nguai lam thi truong 
dang tin cav hon la nguon chiu su chi phoi. Thong tin duac truyen qua kenh ca 
nhan thuong kern ve kha nang tiep can nhung lai nhieu kha nang thong tin hai 
chieu. so vai therng tin tir cac truyen thong dai chung. 

Ngucri khcri xucmg va ngucri am hieu thj truong la nhung nguon anh huemg 
dac biet. Ngucri khcri xucmg la nhung chuyen gia \e mot loai san pham trong khi 
ngucri am hieu thi truong lai la nhung ca nhan lham gia vao thj truong mot each 
chung nhal. Nguai lam thi truong co the thu hut cac ca nhan nay. do tiem nang cua 
ho co the tro thanh trung gian thong tin Marketing. Nhont tham khao la tap hop cae¬ 
ca the ma ngucri tieu dung su dung de so sanh ban than vai ho. tu do \ay dung dinh 
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lurbng gia tri. thai do va hanh vi. Nhom tham khao co the la mong udc. lien ket va 
Uiong lien ket. Cac nhom nay duoc phan bict theo mire do quan he. tinh chuan 
buc, tinh tuinig dtSng. sir hip dan cua nhom. mat do, djnh dang va mire do lien ket. 
Nhom tham khao dong vai tro xa hoi hoa quan trong. anh huong den hanh vi. gia tri 
w hanh dong chinh cua ngudi tieu dung. 

Cac nguon anh huong tao nen anh hucrng chuan nurc va thong tin. Anh 
htrong chuan mure co khuynh huong gia tang doi voi san pham duoc tieu dung de 
thay. hoac hang hoa cao cap, hay duoc xem la mot tieu chuan quan trong cua viec 
tham gia vao nhom. Anh huong thong tin xay ra khi ca nhan tac dong den nguiri 
Ithac bang vice cung cap thong tin. Nguiri tieu dung thuimg se tim va chap nhan 
inh hucrng thong tin khi san phani phirc tap, riii ro cam nhan cao \a co cac thuimg 
hieu khac biet nhau. Ngudi anh huong cang am hieu. va ngudi tieu dung cang san 
long nghe ngudi khac, thi tac dong cua anh huong thong tin cang Ion. Anh hucrng 
thong tin cung ldn hon khi nhom lien ket chat che hon. 


ik 


★ 
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CAU HOI THAO LUAN VA ON TAP 


1. Vai tro giai tinh da thay doi nhu the nao trong nhirng nam gan day? 

2. Chi ra su khac nhau giua giai tinh va dinh huong giai tinh. tai sao su phan 
biet nay lai quan trong doi voi nguoi lam thi truang? 

3. Dinh nghla gia dinh hat nhan, gia dinh ma rong va ho gia dinh 

4. Chi ra 5 yeu to anh hucmg den ca cau ca ban va dac diem cua ho gia dinh 

5. Chi ra 4 kieu quyet dinh ma cac nha nghien cuu da tim ra can cu vao moi 
quan he vo chong. 

6. Theo ban. quang cao va vo tuyen truyen hinh co anh huong den tre cm nhu 
the nao? 

7. Cac nguon anh hucmg khac nhau nhu the nao trong viec chiem lTnh thi 
truang va chuyen giao thong diep? 

8. Tai sao cong tv doi luc lai tap trung vao nguoi khoi xuong va ngucri am 
hieu thj truang? 

9. Giai thieu ba nhom tham khao va nhirng dac tinh lien quan 

10. Nguoi lieu dung phan ung nhu the nao doi voi anh huong qui chuan? 


* 


* 
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1. Chon mot loai san pham, dich vu thu hut ca nhan a moi lira tuoi tieu dung. 
Tien hanh phan tich chi tiet bang cac sir dung cac kv thuat Marketing de thu hut 4 
phan doan thi truong chinh theo cac tieu chi sau day: (a) thuong hieu hay dich vu 
san pham, (b) thiet ke bao bi, (c) noi dung quang cao. (d) tuyen chon truyen thong. 

(e) xuc lien ban hang, (f) chien luge phan phoi. Thu thap cac thong tin bang nghien 
ctru cac bai bao, tap chi, phan tich noi dung ciia thong diep quang cao va su dung 
truyen thong nao, di den cua hang va phong van nguoi lam thi truong. Sau do tra 
ldi cac cau hoi sau day: 

a. Ban da sir dung ky thuat nao de tiep thi nhieu nhom do tuoi khac nhau? 

b. Loai ky thuat nao dirge su dung de thu hut tirng nhom tuoi rieng biet. Ky 
thuat nay phan biet mot nhom tuoi nay voi mot nhom tuoi khac nhu the nao? 

2. Tien hanh phan tich cac ky thuat Marketing sir dung de thu hut nam gioi va 
phu nu trong cac ITnh vuc sau day: (a) thuomg hieu hay dich vu san pham. (b) thiet 
ke bao bi. (c) noi dung quang cao. (d) lua chon truyen thong, (c) xuc tien ban hang. 

(f) chien luge phan phoi. Thu thap thong tin theo nhung each nhu o tren va tra loi 
cac cau hoi sau day: 

a. Ky thuat nao dugc sir dung cho ca nam va nu? 

b. Ky thuat nao chi su dung de thu hut nam gioi? hoac nu gioi? 

3. Chgn ra 3 san pham, djeh vu ma ho gia dinh tieu dung. Tien hanh phong 
van ca nhan doi voi 5 gia dinh. va de nghi ho cung cap mot ban mieu ta ve cac tien 
trinh sir dung de thu nhan. sir dung va loai bo 3 san pham va dich vu nay. Tong ket 
cac thong tin de tra loi cac cau hoi sau day: 

a. Vai tro cua tirng thanh vien trong gia dinh doi voi tien trinh quyet dinh nhu 
the nao? 

b. Ban chat tuemg tac giua vg va chong trong cac quyet dinh nay? 

c. Tre em giu vai tro nhu the nao trong tien trinh nay? 

d. Cac hinh thirc tieu dung cua ho gia dinh khac vai cac hinh thuc tieu dung 
ca nhan khac nhu the nao? 

e. Ai se la nguai loai bo cac san pham. djeh vu nay? Tai sao? 


* 


* 


* 


263 



Hdnh vi ngiriri tieu dung. 


CHlfONG 11: 

ANH HUONG CUA GIA TRI, TINH CACH VA LOI SONG 
DEN HANH VI NGlTOl TIEU DUNG 

Gid In, tinh each vd loi song tao nen cac thanh phan ca ban cua tam ly hinh - 
nhan to dai dien cho ban sac ca nhan nguoi tieu dung. Theo truyen thong, cac bien s6 
tam ly hinh do luong phong each song cua ngiroi tieu dung, nhung cac img dung hien 
dai da mo rong phirong phap nay sang cac khai niem nhu dac tinh tam ly cua nguoi 
tieu dung, gia tri va tinh each cua ho, va each thuc ho img xir doi voi nhung san pham 
cu the (cung nhur cac hinh thai sir dung, thai do va cam xuc). Nhu vav. trim ly hinh la 
sir mo la ngiroi lieu clung Iren ca so cac Uric diem trim ly va hdnh vi cua ho Ngiroi lam 
thj truong su dung tam ly hinh de hieu ro hon hanh vi nguoi tieu dung, so voi vice sir 
dung cac bicn so nhan khau hoc nhu nguon goc dan toe, giai cap xa hoi. tuoi tac, gioi 
tinh va ton giao. Chuong nay xem xet chi tiet cac thanh phan cua tam ly hinh. bat dau 
voi gia tri, va anh huong cua chung den hanh vi nguoi tieu dung. 

I. GIATRJ 

1. Khai niem vegia tri 

Gia tri Id niem tin Iriu dai ve vice mot hdnh vi cho tnrac Id Jang mong muon 
hav Id tot. Vi du. ban co the tin rang nhung dieu nay la tot: sue khoe. sir on dinh gia 
dinh, sir ton trong ban than va tu do. Nhung niem tin ben vung hay con goi la gia 
tri duoc xem la chuan muc huong dan hanh vi cua ban trong nhieu tinh huong khac 
nhau va lau dai. Gia tri an sau vao moi ca nhan den muc nhieu nguoi trong chung 
ta khong y thuc duoc sir ton tai cua gia tri va gap kho khan khi mieu ta chung. 

Trip her/) loan bo gia tri vd trim cjuan trong tuong doi cua chung tao thanh he 
thong gia tri ca nhan. Cach thuc ma chung ta xir sir trong mot tinh huong chiu anh 
huong boi tam quan trong tuong doi cua mot gia tri. Vi du, quyet dinh su dung chieu 
thi'r bay de nghi ngoi cung gia dinh hoac di tap the thao co the duoc xac dinh boi tam 
quan trong tuong doi ma ban danh cho gia dinh va sire khoc. Ban cam iha> mau thuan 
gia tri khi lam mot viec gi do phu hop voi gia tri nay, nhung lai khong tuong thich voi 
mot gia tri khac co tam quan trong tuong duong. Vi du, thuoc la tao nen xung dot cho 
thieu nien neu ho coi sire khoc va sir chap nhan xa hoi co gia tri ngang nhau. 

2. Xac cljnh gia tri 

Gia tri tha\ doi theo mire do cu the. 0 mire do rong nhat thi co gia tri chung 
the hien eot loi eua he thong gia tri ca nhan. Shicng gia tri chung t <> tinh chat trim 
tuong, ben bi vd duoc nrim giu rnanh trong nhieu tinh huong. Mot trong nhieu each 
de mo ta gia tri chung duoc the hien o hinh ducri day. Gian do ehia gia tri chung 
thanh 7 loai chinh (bang 11.1): 5ir chin chan, su an loan, hdnh vi cao dtp \u hum 
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thu gicfi hqn, sir huang thu, thanh dat va dinh huang ban than. Can chu y la nhung 
gia trj giong nhau thuang duac xep cung loai. Nhir vay, thanh dat va dinh huang 
ban than the hien gia tri dinh huang ca nhan, trong khi hanh vi cao dep va sir tuan 
thu gioi han the hien gia tri dinh huang nhom (each thurc mot ca nhan doi xu vai 
nguai khac nhu the nao). 


Bang 11.1: Cdc loai gid tri cluing. 

Doi tinrng 

Loai gid trj 

Gia trj phirong ticn 

Gia trj dich 

Ca nhan 

Dinh lun/ng ban 
than 

- Tuang tuang 

- Doc lap 

• Dau oc ma mang 

- Tri tue 

- Logic 

Y thuc thanh dat: 

Tu trong. 

Tlianlt dat 

- Tliam vong 

- Kha nang 

Vj the xa hoi; 

Cuoc song hung thu. 

Tap the 

lldnli vi cao dep 

- Vj tha 
-Giup do 

• Niem tin vao Chua 

- Trung thuc 

- Yeu thuang 

Su cong bang; 

Sucuu roi. 

Sir tudn thu giiri lian 

- Phuc tung 

- Ljch su 

- Tu kiem soat 

- Sach sc 

-Cotrach nhiein 


lion hop 

Sir chin clidn 

- Dung cam 

Tinh yen truong thanh: 
Tinh ban chan thanh: 
Dao ly: 

The gioi dep: 

(tu nhien&nghe thuat). 

Sir an toan 


An ninli quoc gia: 

I Tudo: 

1 Hoa hop npi tai; 

An toan gia dinh: 

1 he gioi hoa binh. 

Sir li trong thu 

- Vui ve 

Cuoc song lien nghi: 

Sir \ ui thi'ch: 

Hanh phuc. 
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Trong so 7 loai tren day. c6 hai kieu gia tri chung: gid iri dich vet gid iri 
phuong lien. Gia tri dich la nhung (rang lhen cudi cimg duoc mong ink <r mired p 
cao va gia tri phircmg tien la nhung gid tri can thiet de chit diroc cue trang thdi 
mong muon nay. Vi du. hai gia tri dich trong loai hanh vi cao dep la sir edng hang 
va s tr ciiv giitp. Cac gia tri phuang tien la you thuemg. vi tha. hanh phuc. trung thuc 
va niem tin vao Chua co the giup dat dirge cac gia tri dich. Cac gia tri co xu hiremg 
lirong cue: gid Iri cd nhdn doi lap voi gid Iri lap the. trong nhdm gia tri hdn hop thi 
sir chin chan va sir an loan doi lap voi sir Inrong ihu. Do do. nhung ca nhan coi 
trong sir an loan, sir chin chan. vd dinh hirdng hanh vi cao dep sc it coi trong .sir 
Inrong lint. Nhung ai tap trung vao dinh hirdng ban than va sir thdnh dat sc it coi 
trong hanh vi cao dep va sir Ilian ihu gidi han. 

(lid iri chung khac voi cac gid tri cu the theo linh virc . luc la loai gia tri chi 
tuong thich vdi mot linh vuc hoat dong cu the nhu ton giao. gia dinh hay vice tieu 
dung. Chu nghia vat chat la mot gid iri cu the theo linh via vi lien quail dc*n each 
chung ta nhin nhan vice co duoc cac san pham vat chat. Mac du khac nhau, nhimg 
gia trj chung va gia trj cu the theo linh vuc lai lien quan den nhau trong vice dat 
dirge gi;i tri cu the (sue khoe). co the la gia tri phirong tien de dat dugc mot hoac 
nhieu gia tri chung (sir hoa hop noi lai ha\ long tu trong). 

3. Mot so gia trj dac trung cho xu huong kinh tc hien dai 

Do gia trj co tarn quan trong dac biet anh huong den hanh \ i nguiri tieu dung, 
nguoi lam thi tnrong can phai hieu mot so gia tri dac trung cho xa hoi hien dai. anh 
huong den xu huong tieu dimg hien na\. 

3.1. Clui nghia vat clidt 

Trong mot xa hoi theo chu nghia \ at chat, con nguoi danh gia su hai long qua 
\ ice ho thu nhan dirge gi trong cuoc song va iron goc do lai san sit huu ca nhiin 
mong muon. Ca nhan thien \ e \ at chat se coi trong cac san pham nhu nha cira. xe 
hoi. trang sue. thdi trang. Frai lai. cac san pham bieu tugng nhu ao cuoi. do luu 
niem gia dinh. hay cac buc anh lai rat quan trong doi voi nhung ca nhan it thien vc 
vat chat. Chu nghia vat chat dan den vice ca nhan tin rang ho chi hanh phuc neu co 
nha to hon. xe dep hon va cac mon do thdi trang dat tien him. 

Chu nghia vat chat lien quan den mot so gia tri dich. Vi du. tai san la 
phuong lien de co dirge sir tlura nhan xa hoi. Hoac chu nghia \at chat coi trong su 
lhanh dat neu ca nhan danh gia gia trj ban than theo nhung gi ho co Jugc. hoac sir 
lhanh edng de co mot cuoc song thoai mai. tien nghi. Mot so nguoi coi trong \at 
chat cao hon cac tlui khac. Nhung khdng phai ai cung bat hanh neu thu nhap thap 
lion nira. nga\ cang nhieu nhung ca nhan xac dinh lai nidi iru lien hung dan cua 
ho. bo qua vat chat va quyet dinh don gian hda cuoc song bang each chi tieu \a 
mua hang it di. 
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Trong mot xa hoi theo khuynh hucmg vat chat, nguai tieu dung se tiep nhan 
cac chien thuat Marketing giup hp co dupe hang hoa de dang km, vi du nhu dat 
hang qua dien thoai hay tren Internet va tra lien bang the tin dung. Hp se tiep nhan 
thong diep co lien quan den viec so hiru san pham gan lien vai su thanh dat va dia 
vj, nhu quang cao dong ho Rolex, xe hai dai mai. Cac chien thuat Marketing nay 
cho phep nguai tieu dung mua san pham re hon, nhu vay tiet kiem tien de mua 
nhung thu khac. Nguai tieu dung cung muon bao ve tai san cua hp. tao non cac ca 
hoi cho cac dich vu nhu bao hiem hay cac cong ty an ninh bao ve nguai tieu dung 
chong lai viec mat, bj trom cap hay thiet hai. 

3.2. Nh a cua 

Mot so nguai tieu dung coi trong nha cua va tin rang can phai lam cho no dep 
va tien nghi nhat co the. Ngay cang nhieu gia dinh coi nha cua ho la trung tam (lieu 
khien - nai phoi hap cac hoat dong va gan ket cac nguon luc truac khi cac thanh 
vien buac ra ben ngoai. "Xu huang tai gia ’ dan den cac hoat dong tieu dung tai 
nha. Cac dich vu giao hang tai nha, cho thue DVD ve nha xem, tra tien theo so lan 
xem phim va mua hang tren mang dang dan dan thay the cho cac hoat dong khac 
nhu di an ngoai. di xem phim. mua tai cira hang. 

3.3. Cong viec va gidi tri 

Nguai dan Viet Nam lam viec nhieu hem so vai truac day. va cung danh 
nhieu hon thu nhap cua minh cho cac hoat dong giai tri, nhat la giai tre. Ho coi 
trong cong viec de dat dupe cac gia tri khac nhu cuoc song thoai mai. an loan gia 
dinh va su thanh dat ca nhan (hoac thuc hien dupe mot so muc dich cua cuoc song). 
0 mot so nen van hoa khac thi cong viec dupe gan cho mot so gia tri nao do. Co le 
do nguai dan lam viec ngay cang nhieu, hp co xu lurcmg coi trong thai gian nghi 
ngoi ngang vai tien. Hp tra tien cho cac djeh vu nhu ve sinh nha cua de co nhieu 
thai gian nghi ngoi hon. I lan nua. ranh giai giua cong viec va dai song gia dinh 
dang bj xoa ma bai nhung cai tien cong nghe nhu email hay hoi thao tu xa qua 
Internet, cho phep mot so nguai lam viec tai nha. Mot so khac cung danh nhieu thai 
gian de lam viec vat gia dinh cung nhu giai tri. 

3.4. Gia dinh va con cai 

Van hoa khac nhau thi co gia tri gia dinh va con cai khac nhau. Nguai dan Chau 
A coi trong hoc hanh cua con cai hon so vai cac nuac phuang Tay. Cac bac cha me 
Viet Nam ngay cang coi trong va quan tarn den vice hoc hanh cua con cai. Co nhung 
gia dinh khong thuoc tang lop giau co nhimg san sang bo ra mot so tien Ion. tham chi 
di \a\ nurim de con cai dupe hoc hanh den nai den chon. Cac gia tri truyen thong ve 
gia dinh van con dupe hai gifr. trong tarn hon moi nguai Viet Nam thi gia dinh luon 
dong vai tro quan trong hang dau. Doi veri da so thi sir thinh \ uimg. hanh phuc gia dinh 
va su thanh dat cua con cai la muc tieu lan nhat cuoc din ho. 
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3.5. Site klwe 

Nguoi tieu dung hien nav rat coi trong gia tri lien quan den sire khoe. Mot phan, 
cac moi quan tarn cua ho lien quan den sue khoe. dupe quyet dinh bdi viec chani soc 
co the va phong chong benh. Gia trj sue khoe duoc phan anh qua su gia tang so lirtmg 
san pham co thanh phan chat beo. calorie, muoi. duong. has mo trong mau lhap. 
Nhung it chat beo cung chua du. Kellogg va Unilever vira tung ra mot dong san pham 
moi lien quan den thuc an giau chat dinh duong. ho quang cao la muc do cholesterol 
lhap. va nhu vay se giam nguy co benh tat. Coca-Cola, Pepsi va nhung ngucri lam thi 
truong khac dang ra sue quang ba cac Ipi ich cho sue khoe cua loai nude uong dong 
chai it ngot - loai do uong dang gia tang manh nhat. Viec su dung thuoc hoa hoc, 
thude trir sau. cac san pham phu gia va lay nhiem, san pham bien doi gen cung la 
nguyen nhan tang cau doi veri cac san pham an kieng \ a tu nhien. Cac cau lac bp. tnmg 
tarn da> aerobic, dam boc va tap the due de quang cao cac dich vu lam dcp. chain soc 
co tlie. Cac tap chi ve sue khoe cung dua nhieu vi du ve gia tri sue khoe. Hon nira. 
nhieu nguoi tieu dung dang quay lai cac cua hang do an sach va cac phucmg thuc chua 
benh khac de dieu tri va phong chong benh. 

3.6. Sir It u o ng tluj 

Nguoi tieu dung dang co xu huong theo duoi nguyen tac thu huong. tire la 
tim kiim sir lien khien va mong muon cac san pham dich vu giup ho de dang lim 
duoc cam giac thich thu. vi nhu xe hoi thoi thirpng. giai tri gia dinh va cac ky nghi 
soi dong. Hang khong nhan manh den sir thu huong khi cung cap cho dc chan thoai 
mai hon va chon cac video chieu tren man hinh ca nhan. mot so cua hang cung cap 
cac dich vu massage, phim anh, to chuc dam cuoi de thu hut khach hang. Su huong 
thu dan den mot so hinh thuc an uong moi nhung lai mau thuan un gia tri sue 
khoe. Mac du rat quan tarn den sue khoe, ngucri tieu dung van kho chuven sang cac 
loai san pham it do beo. it calo. 

3.7. Tudi thanh xuait 

Nguoi tieu dung tai cac nude phat trien coi trong tuoi thanh xuan. Hien nay. 
xuat hien ngay cang nhieu cac san pham. djeh vu da dang xoa dau vet tudi tac (kem 
duong da. thuoc nhuom toe hay noi ghep toe). Phau thuat bang chat deo hien dang 
la mot trong nhung chuven khoa phat trien nhanh nhat cho ca nam gidi \a phu nu. 
tiem thuoc giam nep nhan cung la mot loai san pham duoc ua chuong. I hong diep 
quang cao cung chi ra cac gia tri cua tudi thanh xuan, nhu chien dich cua Pepsi “Be 
young Have fun Drink Pepsi ", 

3.8. Moi truong 

Moi truong dang tro nen quan trong doi \di nguoi tieu dung, ho quan lam 
dC‘n viec phong chong su\ thoai cac nguon tai nguyen thien nhien \a d nhiem moi 
truimg. dong thoi bao ve moi truimg bang each su dung cac san pham tict kiem 
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nang luong, tai che,... va tham gia cac hoat dong bao ve moi trucmg. Trong mot 
nghien ciru, 87% nguoi tieu dung noi rang ho chon cac san pham tiet kiem nang 
luong tai nha. Hang Honda va Toyota tang manh so luong xe ban ra nhd it ton 
xang horn va bao ve moi truomg nhieu horn. Trong so nhung nguoi lieu dung co y 
thuc bao v£ moi trucmg. 90% mua san pham co bao bi tai che. 

3.9. Cong nghe 

Ngay cang nhieu nguoi cho rang may tinh. the ATM, may tra Idi tu dong, 
may dien thoai di dong, may fax, chua noi den Internet da cai thien chat luong cuoc 
song. Tuy nhien, thay doi cong nghe doi khi qua nhanh khien chung ta kho nam 
bat. Ket qua la chung ta quan tarn nhieu hom den viec dom gian hoa chung hoac it ra 
la quan ly su phuc tap. San pham voi cac dac diem hoat dong doc lap hien rat pho 
bien vi don gian, giup nguoi tieu dung su dung dung. Vi du, cac san pham phan 
mem hien nay co nhieu chuc nang va nhieu nguoi su dung hon so voi cac san pham 
cu. Nhu vay, ngucri tieu dung huong den loi ich lam don gian cuoc song cua cong 
nghe, hon la chinh ban than su phat trien cong nghe - dieu nay khien cong nghe tro 
thanh gia tri phuong ticn hom la gia tri dich. 

4. Cac tac nhan anh huomg den gia tri 

Gia trj khac nhau nhu the nao gifra cac nhom nguoi tieu dung? Phan nav se 
giai thich cac phuong thuc ma van hoa, nguon goc dan toe. giai cap xa hoi va tuoi 
tac gay anh huong den gia trj. 

4.1. Van hoa va gia trj 

Anh huong cua van hoa den gia tri da duoc nghien ciru rat da dang boi nhieu 
tac gia. Trong mot nghien ciru rat noi tieng. Hofstede xac dinh 4 tieu thuc gia tri 
chinh trong moi nen van hoa nhu sau (chuong 9): 

- Chu nghia ca nhan - elm nghia tap the 

- Kiem scat rui ro 

- Xa hoi nam tinh va nu tinh 

- Khodng each quyen lire 

Tat ca cac nen van hoa deu duoc xep loai theo 4 dac diem nay. Tim hieu 
diem roi cua nC‘n van hoa se giup chung ta nhin ra nhung diem khac biet van hoa 
so voi niroc khac. Vi du. nghien ciru chi ra rang tra lien boa o nha hang thuemg 
khong duoc ua chuong tai cac nude ma khoang each qu\en lire \a kiem soat rui 
ro thap, gia trj nu tinh cao va chu nghia ca nhan duoc coi trong. Mot nghien ciru 
khac chi ra rang cac chu de quang cao hai huoc thudng tap trung \ao cac nhom 
van hoa theo chu nghia tap the nhu Thai Lan hay Bac Trieu Tien, va tap trung \ ao 
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nioi quan he dja vj khong can bang tai cac nude co khoang each quyen luc cao 
nhir My hay Dire. 

4.2. Ban sac dan toe va gia trj 

Nhom dan toe trong mot non van hoa Ion co the tao dung gia tri khac biet voi 
cac nhom tieu van hoa (dan toe) khac. Chang han. cac dan toe thieu so khac a Viet 
Nam dat ra nhirng gia trj khac nhau va khac vdri dan toe Kinh. Su khac nhau trong 
gia tri dan toe dirge the hien tai mot so nude tren the gidi. Vi du. nguai lieu dung 
Punjabi tai phia bac An Do coi trong doanh nhan do nhieu ngudi so huu cac doanh 
nghiep gia dinh. Ho theo cac gia tri phuimg Tay va coi kiem tien la quan trong 
nhat. lurdng den sir thang tien. the hien gia trj hoac dja vj qua tieu dung san pham. 
Ho cung muon con cai ho dugc di hoc a nhung truomg tot nhat de co ca hoi thanh 
dat. Trai lai, nhirng ngudi Tamils phia Nam An Do lai coi trong viec hoc hanh, la 
nhirng ngudi ly tudng hoa va danh nhieu thdi gian cho cac hoat dong tri tuc nhu 
nghe thuat, van hoc va am nhac. Thay vi thuc hien hanh vi tieu dung de thay, ho lai 
theo mpt nep song dom gian. Nguai Tamils va Punjabis thuang phan ung rat khac 
nhau doi vai cac thong diep ve dia vi va cac dich vu giup ca nhan kiem tien. 

4.3. Giai cap xfi hoi va gia tri 

('ac giai cap xa hoi khac nhau co xu huang nam giu nhirng gia tri khac biet. 
0 Viet Nam. nguai tieu dung a giai cap trung luu tap trung vao thanh dat ca nhan 
va sir thira nhan xa hoi. Giai cap trung luu cung coi trong nhung dieu hop ly. co 
nha dep va nhieu cua cai. mua nhung gi ma nguai khac co. Giai cap thuang luu coi 
trong sir the hien ban than, phan anh qua nha cua. quan ao. oto. tac pham nghe 
thuat va cac hinh thuc tieu dung sang trong khac. Giai cap lao dong quan lam den 
su an toan cong \ iec, khong thich pho truong. vi the tim kiem nhung hang hoa dap 
ung lai ich chirc nang. 

4.4. Tuoi tac va gia tri 

lhanh vien cua mot the he thuang co chung gia tri de phan biet ho vai cac 
the lie khac. Vi du. ong ba coi trong sir an loan tren sir huang thu. ngu>en nhan la 
ho da sinh ra va Ion len trong giai doan chien tranh hoac suy thoai. chju nhieu kho 
khan kinh te trong thoi tha au. Ho cho rang huang thu la lang phi \a khong the 
chap nhan. Doi khi kho phan biet gia trj dat dugc theo tuoi tac so vai nhung gi 
chung ta hoc dugc tu cuoc song. Tuy nhien. su khac biet do anh huang tuoi tac van 
ton tai. va chung tac dong len hanh vi ung xu cua nguai tieu dung. 

5. Do ImVng gia trj 

De phan doan thj trirmig theo gia trj. nguai lam thi truong can mot so phuang 
tien do luang gia trj nguai tieu dung, danh gia tarn quan trong \a phan tich cac thay 
doi hoac cac xu huang cua gia trj. Tuy nhien. gia tri rat kho do luang Mot 1\ do la 
nguai tieu dimg thuang khong nghi den gia tri cua ho va nhir \a\ ton nhieu thoi 
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gian ket noi nhung gi thuc sir quan trong cho ho. Mot ly do khac la nguoi lieu dung 
doi khi cam thay ap lire xa hoi khi tra loi bang cau hoi ve gia tri thco each nhat 
djnh, khien no dugc nhin nhan tot hern theo quan diem nguoi nghien ciru. Nlumg 
doi khi nguoi lam thi trirong sir dung each thuc it phien phirc han hoac gian tiep de 
danh gia gia trj. 

5.1. Clidn doan gia tri dua vao nun trudng van lion 

Phuong phap it phien phirc de do lirong gia tri la luan doan tir moi inrimg van 
hoa. Vi du. quang cao thirong dirge sir dung nhu mot tieu chi cua gia tri. Nlia nghien 
cim sir dung quang cao dc phat hien sir khac nhau ve gia tri trong cac nen van hoa khac 
nhau. Mot nghien ciru chi ra la ngiroi Trung Quoc, I long Kong, Dai Loan 6 mire do 
kinh te khac nhau va co ly tirdmg chinh tri khac nhau, gia tri cung khac nhau, dieu nay 
duoc the hien trong quang cao cua moi niroc. Quang cao tai Trung Quoc tap trung vao 
chu de vj loi, va thirong htra hen mot cuoc song tot dep hon. 1 long Kong tap trung vao 
sir hirong thu va mot cuoc song de dang. Dai Loan thi pha tron giura hai niroc tren. Hon 
nira, sir dung quang cao de nghien ciru cac xu hirong gia tri. Vi du. phan tich lich su 
quang cao tai Nhat cho thav su tang manh cac thong diep \ e dia vj. Do nhirng thay doi 
kinh te dang dien ra tai Trung Quoc. khong co gi dang ngac nhien neu quang cao dia 
phuong thay doi tir chu de vi loi sang su da dang ve san pham \ a bao hiem. Hon nira. 
nghien cim quang cao de tim ra cac nguon gia tri. nguoi lam thi trirong co the suy doan 
gia tri tir ten san pham. 

Co mot so chi inch khi sir dung moi truimg van hoa la lieu chi cua gia tri do 
cac nha nghien ciru khong bao gid biet chinh xac khi nao thi \ an hoa phan anh gia 
trj, va khi nao thi tao ra chiing. De lam ro van de nay. cac nha nghien ciru da dua ra 
mot so phuong phap khac de do luong gia tri. 

5.2. Phan tich clwoi gid tri 

Nguoi lam thi trirong sir dung phan tich chuoi gia trj de co dirge nhirng dac diem 
noi bat trong gia trj nguoi tieu dung bang each hieu ro hon thuoc tinh nao ma ho cho la 
quan trong trong san pham. Khi da co cac thong tin nay. nha nghien cim co the quay 
ngupc tro lai de phat hien ra cac gia tri dieu khien quiet djnh ngiroi tieu dung. 

Can ghi nho mot vai dac diem chinh cua chuoi gia trj. Truoc hot. nguoi tieu 
dimg chi ra mot thuoc tinh quan trong di lien voi mot lgi ich cu the ma thuoc tinh 
dem lai. Sau do. nguoi tieu dimg chi ra lgi ich nay quan trong vi no phuc vu cho gia 
tri phuong lien. Qua trinh cluing dirge ggi la chuoi gia tri phuong lien - dich 
(chuimg 3) \i thuoc tinh cung cap y nghia (gia tri phuong tien) cho mot kct cue 
mong muon (gia trj dich). Nhu vay. khi mot gia trj gan lien \ oi each thuc ting xu. 
no dugc ggi la gia in phuong lien . khi no gan lien uri nwc dich ton lai thi dugc ggi 
la gia trj dich. 
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Sau day la mot vi du chuoi gia tri phuong tien - dich (bang 11.2): 


Bang 11.2: Cliudi gia trj pitirang tien-dich. 

San pham — 

► Thuoc tinh 

—► Loi ich —► 

Gia tri phirang tien- 

► Gia tri dich 

Gao 

Phai nau chin 

Tien lai 

De dang rua 
sach 

Tiet kieni tlidi gian 

Toi co the an 
cung gia dinh 

Bia nhe 

it calorie 

Vj ngon 

Thu gian tot 

Bia tuoi 

Khoang thdi gian 
vui ve, nghi ngai; 

Cung ban be; 

Chia se. 

Toi cam thay 
rat thoai mai ve 
ban than 


Chung ta cung phan tich vi du tren: 

- Truac het. cung mot thuoc tinh duac lien ket vai nhieu gia tri khac nhau. Vi du, 
thay vi coi trong vice bia nhe co lai sure khoe, mot so nguai tieu dung thich bia nhe vi 
ho uong no trong bdi canh xa hoi nhat dinh dan den cam giac tra thanh hoi vien. 

- Thu hai, cung mot gia tri duac lien ket vai nhieu san pham hay thuoc tinh. 
Cac thuoc tinh nay co moi quan he vai ca bia nhe va gao, cho nen deu the hien mot 
gia trj “hpi vien". 

- Thu ba. mot thuoc tinh nhat dinh lien quan den nhieu loi ich \a hoac gia tri. 
Nhu vav, mot nguai lieu dung thich bia nhe vi giup ho cam thay khoe han cung 
nhu tao dieu kien thuan lai cho vice tham gia nhom. 

Nguai lam thi truomg sir dung phan tich chuoi gia tri phuong tien-dich dc 
nhan dicn thuoc tinh san pham, phu hop \cri mot so gia tri. Cach da\ khong lau. 
nguai tieu dung coi xe hai the thao la loai xe dat tien va khong tien nghi. va vice so 
huu the hien sir “ngao man va thieu trach nhiem". Ket qua la, nha san xuat oto bat 
dau cung cap loai oto tien nghi, duac dinh vj cho "tat ca nhung ai co ban be“ de tao 
lien ket nhieu han vai cac gia tri hien tai. 

Nguai lam thi trircmg sir dung mo hinh chuoi gia tri phuong tien-dich de xay 
Jung chien dich quang cao. Khi biet ro thuoc tinh nao ma nguai tieu dung thay 
quan trong va gia tri nao ho gan ket cho nhung thuoc tinh na\. nha dau tu co the 
thiet ke quang cao tot lion de tap trung vao cac gia lrj nay va nhan manh den cac 
thuoc tinh lien quan. Quang cao co the khong can phai lien ket ro rang mot thuoc 
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tinh nhat djnh vdi mot dong co, nhung cho phep nguai lieu dung nhan ra lien ket 
mot each gian tiep. 

Cuoi cung, ngudi lam thj truong sir dung chuoi gia trj plnrong tien-dich de 
phan chia thj truong toan cau, vugt qua cac gioi han quoc gia de tap trung vao 
nguai lieu dung tren ca so mot vai thuoc tinh dac trung va gia trj lien quan. 

5J. Bang (lieu Ira gia tri 

5.3.1. lie thong gia tri R VS (Rokeach value survay) 

Nguai lam thj truong co the true tiep danh gia gia tri bang viec su dung 
bang dieu tra. Mot trong nhung bang dieu tra noi tieng la Rokeach Value Survey 
(RVS). Bang dieu tra nay khong chi ro rang va day du. ma con de ung dung 
thuc ticn. Xuat phat tir gia thuyet ve sir ket hop khac nhau giua cac gia tri dich 
va gia tri phuong ticn thco dac diem kinh te va xa hoi, Rokeach da xay dung 
mot bang dieu tra nham tim hieu gia trj cua ca nhan. Khi nghien cuu cac gia tri 
cua nhom thco do tuoi, giao due, gioi tinh, nghe nghiep, ton giao, dieu tra da thu 
dugc 19 gia trj phuong tien va 18 gia trj dich (tai My) (Bang 11.1). Bang cau 
hoi nay dugc chuan hoa va moi ngudi deu tra loi ciing mot tap hgp cau hoi. dieu 
nay giup nha nghien cuu xac djnh cac gia trj quan trgng doi voi mot nhom 
ngudi lieu dung xac djnh. danh gia lieu cac gia trj nay co thay doi theo thdi gian 
va tim xem cac gia trj co khac nhau theo nhom ngudi lieu dung. Mot so chi trich 
la vai gia trj do ludng theo RVS khong tieu bieu cho hanh vi lieu dung (nlur sir 
cuu rdi. khoan dung, phuc tung). Do do, mot so nha nghien cuu goi v su dung 
mot phien ban rut gon cua RVS chi chua cac gia trj tieu bieu nhat doi voi ngudi 
tieu dung. 

5.3.2. Bang gia tri theo dong co' ciia Schwarts 

Tu cac gia trj phuong tien cua Rokeach. mot thang do theo phuong phap tarn 
ly da dugc Schwarts xav dung nen. Phuong thuc nav the hien 11 nhom dong co 
chinh cua mot ca nhan: (I) Doc lap (DL). (2) Tim kiem sir kick thick (KT). (3) Sir 
huang thu (IIT). (4) Sir thdnh dat (TD). (5) Ouyen lire (OL). (6) An loan (AT). C) 
Tmrng hap vai nhom (THN). (8) Ton trong truyen thong (77). (9) Tam linh (TL). 
(10) Sir khoan clung (KD), (II) Sir quang dai (QD). Cac nhom dong co nay co the 
xep vao mot trong 3 loai sau: ca the (nhom 1-3-4), tap the (5-6) va nhom phoi hop 
(2-7). Schwarts da dua ra bang danh sach gom 56 gia trj cu the tuong ung voi cac 
loai dong co nhat djnh (Bang 11.3). Qua trinh kiem chung gia trj su dung cua 
phuong tien do ludng nay da dugc thuc hien tai 45 nude khac nhau. va cho ket qua 
rat khich le. l uy nhien, diem yeu cua thang do na\ la qua nhicu tieu thuc. cho nen 
cung phan nao han che img dung cua no trong nghien cuu Marketing. 


273 



11 (inli vi ngir&i lieu dung. 


Bang 11.3: Danh such 56 gid tri cua Schwarts. 

Gia tri 

Dong co 

Gia tri 

Dong cor 

1. Binh dang 

QD 

30. Binh dang x3 hoi 

QD 

2. Sir hai hoa ca nhan 

TL. QD, AT 

31. Doc lap 

DL 

3. Quycn lire \3 hpi 

OL 

32. Khieni ton 

AT. TT 

4. Su vui thich 

1 IT 

33. Chungthuy 

KD. THN 

5. Ty do 

DL 

34. Thant vpng 

TD 

6. Cuoc song tinh than 

TL 

35. Tirtirongkhoang 

QD 

7. Y thirc hoi vien 

AT 

36. Sir nhun nhuong 

TT. THN 

8. T rjt tu xa hpi 

AT 

37. Can dam 

KT 

9. Cuoc song hirng thu 

KT 

38. Bao ve mdi trirong 

QD 

10. Y nglna cuoc song 

TL QD 

39. Anh Ituong 

T D. QL 

II. Lichsu 

THN 

40. Ton trpng bo me va 

THN. TT 

12. Cuacai 

QL 

ngiroi Ion tuoi 


13. An ninh quoc gia 

AT 

41. Chon muc dich dung 

DL 

14. Tir trong 

TD, DL 

42. Sire khoe 

AT, HT 

15. Giup do Ian nhau 

AT 

43. KhanSng 

TD 

16. Sangtao 

DL 

44. Chap nhan so phan 

TT. TL 

17. The giori hoa binh 

QD 

45. Trungthuc 

KD 

18. Ton trong tru> c*n thong 

tt 

46. Bao ve hinh anh triroc 

QL. QT 

19. Tinh yeu sau sac 

KD. QD 

nguoikhac 


20. Ky luat 

THN 

47. Pltuc tung 

1HS 

21. Sir gan bo 

TL 

48. Thong minh 

TD. DL. QD 

22. An toan cho gia dinh 

AT 

49. Hay giup do 

KD 

23. Thua nhan xS hoi 

QL. TD. AT 

50. Huong thu cuoc song 

HT 

24. Hoa hop voi thien nhien 

QD, TL 

51. Thanh kinh 

TT. TL 

25. Cuoc song da dang 

KT 

52. Co trach nhiem 

KD. THN 

26. Dao ly 

QD 

53. Hieuki 

DL. KT 

27. Quyen luc 

QL 

54. Tha thu 

KD 

28. Tinh ban 

KD 

55. Thanh cong 

TD 

29. Thegioidep 

QD 

56. Sachs£ 

AT. THN 


5.3.2. Danlt siicli cac gin irj LOV (List of values) 

Cong cu do luang thu ba duoc img dung trong Imh vuc Marketing la 1.0V - 
danh sach cac gia trj cua ngiroi lieu dung. Thuc chat. day la vice phb bien rung rai 
phirong phap VALS (xem phan sau cua chirong) a nhicu nuoc khac nhau. Cong cu 
do luang nay do Kahle xay dung bang each giant bat so krone cac gia trj cua RVS 
xudng con l ) (chi chon cac gia tri dich). nha do nguai lieu dung cb the dc dang \cp 
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loai theo muc do quan trong. 9 gia trj ma Khahle de xuat la: I) Ton trong ban than; 
2) Giao hao lot; 3) Y ihicc thanh dal; 4) Sir vien man; 5} Sir vui thick va niem viti 
song; 6) Sir hung thu; 7) Y thue hoi vien; 8) Duac ton trong; 9) An loan 

So veri RVS, gom nhieu gia tri djnh huong xa hoi (an toan quoc gia. the gioi 
hoa binh. the gioi dep....). LOV chi huong den cac gia trj ca nhan. Cu the. so voi cac 
gia tri dich ciia RVS. cac gia trj cua LOV co nhung diem giong \a khac nlnr sau: 

- Cac tieu thuc giong nhau: Y lhue thank dal va tu trong 

- lieu thuc An loan cua LOV gom 2 tieu thuc An loan gia dinh va An ninh 
quoc gia 6 RVS. Mot so tieu thirc gan giong nhau giua LOV va RVS: Su hung thu 
(cuoc song hung thu), sir vui thick va niem vui song (sir vui thick), giao hao lot 
(tinh ban), va duoc ton trong (vi the xa hoi). 

- Mot so tieu thirc bien cua RVS khong hien dien a LOV: the gioi hoa binh. 
the gioi dep, hanh phuc, hdi hoa noi tai. tinh yen, sir am roi. dao ly. 

- Mot so tieu thuc la rieng biet doi voi LOV: fy thuc hoi vien va su vien man 

Uu diem chinh cua LOV la don gian (9 gia trj) va hieu qua trong trirorng hop 
so luong gia tri can khao sat khong nhieu. Vay nen co the tim ra de dang cac phan 
doan da duoc phan cilia tir he thong VALS, dong thiri thoa man tat ca 7 nliom dong 
co tieu dung cua Schwarts va giai thich sir hinh thanh cac gia tri nhan van. Ap dung 
LOV de phan khuc thi tririmg, nhieu nghien cuu ve hanh vi tieu dung da tim ra 
duoc cac nhom ca the co he thong gia trj tuong dong. Mot trong cac nghien cuu 
nay duoc thuc hien tai My va phan chia thanh 4 nhom chinh co cung dac diem van 
hoa. 4 nhom nay la nhom bao thu. nhom ndng dong, nhom huong thu vd nhom 
cong chuc. Cac nhom nav co nhung dac diem khac biet rat ro net: nhom bao thu 
xep an loan la quan trong nhat, trong khi nhom nang dong lai chon thanh dat. nhom 
cong chuc va nhom huong lai deu chon giao hao tot. Mot nghien cuu khac ve thi 
truong du ljch tai Toronto thi lai tim ra 5 nhom nguai tieu dung sau day: nhom 
truyen thong, nhom khong thay doi, nhom hien dai. nhom chuyen tiep. nhom the he 
X. Cuoi cung, mot nghien cuu mai day tai Canada ve hanh vi tieu dung doi voi cac 
san pham moi tai nhieu quoc gia cho thay 3 nhom chinh la nhom huong thu. nhom 
nang dong va nhom bao thu. 

Il.TiNII CA( II 

Mac du cac ca nhan co nC*n tang tuong dong thi thuong the hien cac gia tri 
giong nhau. dieu can ghi nho la ho co the khong hanh dong theo cung mot each 
thuc ngay ca khi ho co cung gia trj. Cung nghe mol loi gioi thieu ban hang, mot 
ngudi lieu dung se bat dau tu tir vi ho thay san pham hap dan nhung dura san sang 
mua ngay, mot nguoi tieu dung khac co the hanh dong quyet doan. cat ngang loi 
ngudi ban hang de noi rang ho khong quan tarn den bat k\ dieu gi cua san pham. 
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Nhu vay. nguoi ticu dung khac nhau tren ca so tinh each cua ho hoac each ma ho 
phan urng trong mot tinh huong dac biet. 

Tinh each lien quan den mot so hinh thai hanh vi, xu huong rieng biet, nhung 
dieu nay phan biet mot ca nhan vai nhung nguoi khac va dan den mot cau tra loi 
hap ly doi vai tac nhan moi trirong. Cac hinh thai nay la nhurng dac diem noi tai ma 
khi chung ta sinh ra da co hoac la ket qua cua qua trinh trirong thanh Khai niem 
tinh each giup chung ta hieu duoc tai sao khach hang lai su xu khac nhau trong 
nhung tinh huong khac nhau. Nhu vay. tinh each la nhimg tide diem noi lai hen 
virng quyel dinh each thirc ung xu cua ed nhan trong nhung tinh huong khac nhau. 

1. Cac phuong phap nghicn cun tinh each 

Khoa hoc xa hoi cung cap nhieu phuong phap khac nhau de nghicn cuu tinh 
each. Phan ticp thco se danh gia 5 phuong phap ma cac nha nghicn cuu dang ung 
dung: phuong phap phan tarn hoc, thuyet tinh each, phirirng pluip hien tuang hoc, 
thuyet turn ly xd hoi vd phuong pluip hdnh vi. 

1.1. Phuong pluip pliun turn hoc 

Thco hoc thuyet nay, tinh each xuat hien tu mot tap hop cac xung dot noi tai, 
khong v thirc va khong ngimg nghi trong dau nguoi ticu dung. Nha tarn ly hoc noi 
lieng Freud cho rang chung ta trai qua mot so giai doan phat tricn hinh thanh nen 
tinh each: 

- 6 giai doan dau ticn, tre cm phu thuoc hoan toan vao nguoi khac de thoa 
man nhu cau, thong qua bu mom, an va nhai. 

- 0 giai doan tiep theo, tre phai hoc each di ve sinh. 

- Sau do. o giai doan trirong thanh. thieu nien tro nen co y thuc ve giai tinh 
va co ham muon vai nguoi khac giai. 

Freud cho rang that bai khi giai quvet cac mau thuan tu moi giai doan co the 
anh huong den tinh each cua ho. Vi du. mot ca nhan khong nhan du kieh thich ve 
an uong khi con nho co the bi khung hoang trong giai doan truong thanh qua cac 
hoat dong kich thich mieng nhu nhai keo cao su, hut thuoc va an qua nhieu. hoac 
nghi ngo dong co cua nguoi khac. 0 giai doan hoc di ve sinh, n^u vice di ve sinh 
cua mot ca nhan bj giai han qua mire, ho se bi am anh boi sir kiem soat \ a ng5n 
nap, tro non huong binh hoac ket xin. ho trang tri phong oc gon gang, thuong len 
danh sach mua hang \a cue k> tiet kiem. Nhung ca nhan na> cung tham gia vao 
vice tim kiem thong tin lieh cue \a than trong khi ra quvet dinh. Mac du mot s6 
thuyet cua Freud con gay nhieu tranh cai. diem chinh la dong co \6 thuc co the anh 
huong den hanh vi. Yi vay. mot so hang quang cao ticn hanh nghicn cuu >au tarn ly 
cua nguoi lieu dung va kham pha ra cac dong co vo thuc giai thich tai sao ho mua 
mot san pham cu the. 
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1.2. Thuyet tinh each 

Thuyet nay ggi y tinh each dugc hinh thanh tir cac dac diem mo ta va phan 
biet cac ca nhan vai nhau. Vi du, ca nhan dirge mo ta nhu gay go, de dai. lo lang. 
vui ve, nhut nhat. khat khe. Nha tarn ly hoc Carl Jung da xay dung mot trong nhung 
lirge do ca ban cua thuyet tinh each, ggi y la ca nhan co the dugc xep loai theo muc 
dp huang noi hay lurdng ngoai. Huang noi hay nhut nhat, thich a mol minh, va ha) 
lo lang ve su hien dien cua nguai khac. Huang noi thuang tranh cac kenh xa hoi va 
nhu vay kliong tim kiem cac san pham mai tu nguai khac. Ho cung it dong ca bai 
ap luc xa hoi va thich lam nhurng gi khien ban than hai long. Trai lai, nhung nguai 
huemg ngoai lai de tinh, hoa dong va dien hinh la lam theo tap quan. 

Nhung nghien curu mai day chi ra sir on dinh cua tinh each, hoac sir nhat 
quan cua hanh vi. khi ket hgp vai tieu thtre huang noi/huang ngoai. co the sir dung 
nhu ca sa cua cac kieu tinh each khac nhau (hinh 11.1). Vi du, mot nguai dang tin 
cay thi thuang thien ve ca hai yeu to: huang noi va on dinh. Ngugc lai, mot nguai 
thu dong co tinh huang noi, nhung khong on dinh cao va cung khong mat on djnh 
nhieu. Mot dac tinh hap dan la cac kieu tinh each dugc nhan dien bai 2 tieu thirc 
tuang ung vai 4 tinh each dua ra bai bac si nguai Hy Lap each day hang the ky, vi 
du mot nguai phot tinh co tinh huang noi va on djnh. mot nguai sau muon co tinh 
huang noi va khong on dinh. Mot nguai nong tinh co tinh huang ngoai va bat on, 
va mot nguai lac quan co tinh huiVng ngoai va on djnh. 


Buon rau 
Lo lang 
Khat khe 
Nghiem trang 
Bi quail 
De dat 
Kho gan 
Tram tinh 


Bat on 

▲ 


Hay tuai 
Bon chon 
I lung hang 
DC* kich dong 
Hay tliay doi 
Boc dong 
Lac quan 
Nani* dons 



Sdu muon 

Nony tinh 

Huong ngoai 

Huong noi 

Plidl tinh 

Lac quan 

w 


Thu dong 



Hoa dong 

Can than 

On djnh 

Than mat 

Sau sac 



Hay noi 

1hanhthan 



Nliici tinh 

T u elm 



DC eh ju 

Dang tin ca\ 



S6i noi 

Diem dam 



Vo lu 

Binh tinh 



Dan dan 


Hinh 11.1: Cac kieu tinli each khac nhau. 
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1.3. Pit non g phap liicit lirffng hoc 

Phirong phap hien tuong hoc cho rang tinh each dupe hinh thanh beri su dicn 
giai cua ca nhan ve cac sir kien trong cuoc song. Vj du. theo phircmg phap nay, that 
vong hat nguon tir each hieu cac sir kien chinh va ban chat cua nhurng each hieu 
nay. hon la bat nguon tir mau thuan noi tai hoac tinh each. 

Mot kliai nicni quan trong cua phuimg phap nii\ la diem kiem '.mil ' hoic 
each hieu cua ca nhan ve ly do tai sao nhung dieu nay lai xay ra Ca nhan co diem 
Idem soul noi lai thudmg qui trach nhiem cho ban than doi voi cac ket qua tot hoik 
xau. Nhurng ca nhan nay co the phan nan ve ban than ho khi mua mot san pham 
kem. Nhung ca nhan co diem kiem sodl hen ngodi lai qui trach nhiem cho ngudi 
khac. sir viec khac hoac dia diem khac thay vi cho chinh ban than ho. Nhu vay, hQ 
se qui that bai cua san pham cho loi trong san xuat. bao bi kem hoac loi nhan vien 
ban hang. Diem kiem soat co the gay anh huemg manh den nhan thirc ngudi tieu 
dung ve su thoa man trong trai nghiem tieu dung. 

1.4. Tliuyel turn ly xa lioi 

Thuyet nay tap trung vao cac giai thich xa hoi hon la giai thich sinh hoc ve 
tinh each. Hoc thuyet nay goi y cac ca nhan phan irng trong tinh huong xa hoi de 
thoa man nhu cau cua ho. Nha nghien ciru Karen Homey cho rang hanh vi duoc the 
hien qua ba huemg chinh sau day: 

- Cac ca nhan phuc tiing thuimg phu thuoc vao ngudi khac. nhun nhudng. tin 
tuong va gan ket vdi mot nhom. 

- C’ac ca nhan hieu chien thi can co quyen luc. doc lap vdi nguoi khac. thoai 
mai. quyet doan. tu tin va manh me. 

- Cac ca nhan khong gan bo thudng doc lap. tu man nhung hay nghi ngd va 
huong noi. 

Mol nghien ciru cho thay sir quyet doan va hieu chien lien quan nhieu den 
phong each tuong tac vdi cac to chuc Marketing. Dac biet. nhung ngudi quyet 
doan cao va hieu chien thudng cho rang su khieu nai la dieu co the chap nhan 
dupe va hung thii lam \ iec nay. Theo thuyet tarn ly xa hoi. cac nha nghien ciru 
phan bict nhung ngudi tieu dung mang khuvnh huong quoc gia - nhung ngudi 
hay dira vao cac quy dinh khach quan de thuc hien hanh vi cua ho. va nhung 
ngudi tieu diing huong ve hanh dong - nhirng ngudi ma hanh vi dua tren chinh 
thai do cua ho. Ngudi tieu dung khac nhau theo mure do chu y cua ho doi vdi 
thong tin giiip lip so sanh ban than vdi ngudi khac (thong tin so sanh xa hoi). Cac 
ca nhan cao ve nhan to nay thudng nhay cam doi vdi cac ap lire qui chuan (\3 
hoi) so vdi nhung ca nhan co chi so thap. 
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/• 5 . Pliinrngpltap Itanlt vi hoc 

Phurong phap nay cho rSng sir khac nhau ve tinh each la mot ham so cua 
nhung gi ma ca nhan durge thuong hoac bj trung phat trong qua khu. Thco phircmg 
phap nay. ca nhan co xu huong cung co cac tinh each va tham gia vao cac hanh vi 
nhan dirge phan tlurang. Ho thirong khong tliich duy tri cac tinh each va hanh vi 
gay ra su trung phat. Nhu vay, mot ca nhan co the hirong ngoai do gia dinh. ban be. 
va nhirng nguoi khac khuyen khich hanh vi hirong ngoai va chc trach hanh \ i 
huong noi. Cung nlur vay, mot nguoi lieu dung thich mac quan ao nhieu mau sac 
neu triroc do ho nhan dugc loi khen khi mac chung. Can ghi nha la ap dung 
phuong phap hanh vi cho tinh each doi hoi cac nguyen tac phan xa co dieu kien. 

2. Anh huong cua tinh each len hanh vi nguoi tieu dung 

Rat nhieu nghien ciru thuong ap dung thuyet tinh each va tap trung vao vice 
xac djnh cac tinh each khac bict do giai thich sir khac nhau trong hanh vi mua hang, 
sir dung va loai bo. Mot so nghien curu co gang tim ra moi quan he giua tinh each 
va hanh vi tieu dung, nhung danh gia lai cac nghien curu nay dira den ket luan la 
tinh each khong phai la tieu chi dir bao cho hanh vi nguoi tieu dung. 

Hon nira. cac nha nghien ciru thuong sir dung tinh each mot each khong hgp 
ly de giai thich hien tugng. Mot nghien cuu noi tieng. su dung thang do chi tiet 
nhirng dac diem tinh each khac nhau <73) de giai thich sir khac bict giua nhirng nguoi 
mua xe Ford va xe Chevy, da cho cac ket qua dang that vong. Sir khac biet dang ke 
nhat ve chu xe Ford thien ve khuvnh huong thong tri - hieu chien. Nhu vay. tinh 
each khong phai la tieu chi du bao lot cho su chon lira thuong hieu. 

Mac du tinh each khong there sir lien quan den hanh vi tieu dung, mot so nha 
nghien cuu van cho rang neu co nhieu thang do tinh each tin cay lion, dirge xa\ 
dung trong boi canh nguoi lieu dung, sc the hien ro hon moi quan he nay. I lien 
nay. cac nha nghien cuu xav dung thang do sir tu tin cua nguoi tieu dung de danh 
gia xem dac tinh nay anh huong nhu the nao den sir lira chon cac hang hoa gia cao 
hon. Lien ket giua tinh each va hanh vi tieu dung se manh hon doi voi mot so hinh 
thai hanh vi nhat dinh. Vi du. mac du tinh each khong thuc su huu dung de tim hieu 
sir lira chon thuong hieu. nhung no co the giup nguoi lam thj truong hieu dugc tai 
sao mot so khach hang lai de bj thuyet phuc hon. dac biet la voi mot loai quang cao 
nhat dinh. va tham gia tich circ hon vao qua trinh xu ly thong tin. 

Nguoi lam thi truong cung co the su dung tinh each de nliam den mot so loai 
san pham. djeh \u. Dac biet. lira chon mot san pham. djeh \u doi hoi cac yeu to 
kluich quan nhu phong each, tham my thirimg lien quan it nhieu den tinh each 

Cuoi cimg. mot so tinh each co the lien quan nhieu hon den hanh \i lieu dung m> 
\oi cac tinh each khac. Duoi day chung toi se Ian lui.n gioi thieu mot so net tinh each: 
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nn'rc Jd kich ihich loi int, chu nghia giao Jieu. nhu cdu Joe Jdo, nhu cdu tv Jin . nhin 
cam vdi onh Inning, linh tiel kiem. hanh vi tie kiem sodl ban than, Jac tinh quite gia 

2.1. Mire do kicli tliicli toi uu 

Mot so hoat dong co kha nang khuay dong tarn ly. Mire Jo kich ihich toi ini 
Id mire Jo khiuiy Jong hay kich ihich thoai nidi nhdt Jdi viri mot cd nhdn Vi du. 
ngudi tieu dung cam thay dirge kich thich horn khi hg dang lai rat nhanh tren dudng 
qude lo. hoac xem mot bo phim kinh dj, hoac di den mot khong gian mbi. Nhung 
didu co the kich thich ve mat vat chat, tiep them nang lirgng tinh than hoac tao nen 
su chu y mbi. Tuy nhien, cac hoat dong kich thich cao thudng khong luon luon 
dugc mong muon. Theo thuyet mire do kich thich toi uu. ca nhan thich nhung hoat 
dong gay kich thich a mire do trung binh hon nhung hoat dong gay kich thich cao 
hoac khong gay kich thich chut nao. Vi du. ho thich an lai nha hang co nhung mon 
an mbi \ua phai horn la an tai nha hang chi cung cap cac mon an thong thudng. 
hoac nha hang nao cung cap cac mon an qua la lam, khong phd bien. 

Ngay ca khi ca nhan thich muc do kich thich trung binh, ho van khac nhau 
theo muc do hung thu - d mure trung binh hoac toi uu. Ca nhan voi mire do kich 
thich thap thudng thien ve cac hoat dong it khuay dong vi ho muon tranh vuot qua 
gidi han. Trai lai. nhung ngudi \ di mire do kich thich cao lai thich cac hoat dong 
nao nhiet. mbi la. plnrc tap va khac biet. Ngudi tieu dung cd nhu cau kich thich cao 
thudng thich leo nui. Ian bien. chiri ca do. danh bac. I lo cung thich ddi mdi va sang 
tao. Ca nhan \bi nhu cau kich thich khac nhau cung khac nhau trong each tiep can 
thj truimg (mua sail pham mdi. thich quang cao mdi lai. mua san pham rui ro cao. 
thich den nhirng cua hang mdi. a khu pho sam uat). 

2.2. Clui iigliia gido Jieu 

Ngudi tieu dung cd the khac nhau ve su ccri mb hay bao thu vbi cai mbi. Chu 
nghia giao dieu dan den xu liming cd nhdn cd kha nang chong lai sir thay Jdi va 
nln'rng y tmrng mdi la. Chu nghia giao dieu hay tinh each bao thu \bi cai mdi 
thudng cudng lai cac san pham mbi. quang cao mdi. 

2.3. Shu cdu doc dao 

Xgudi tieu Jimg theo Judi nhirng Jieu mdi la thong qua mua hang u r Jung 
vd loai ho san pham. Jich vu. Ilo co nhu cau trb nen doc dao. Nhu cau nay the hien 
u 3 kliia canh hanh \ i sau day: 

- Chon lua sang tao khong tuemg hop (lira chon cua ngudi tieu dung the hien 
sir khac biet xa hoi. nhirng van dugc nhung ngudi khac chap nhan). 

- Chon lira khong tuong hgp khong pho bien (chon nhung san pham. thuong 
hieu khong tuong hop de tao ra sir khac biet mac du xa hoi cd the khong dong tinh). 

- Tranh \ iec giong ngudi khac (bo qua nhirng so thich phong trao de tranh 
nhirng quy chuan \a tai lap su khac biet). 
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Trong mot nghien ciru, nguoi lieu dung co nhu cau doc dao cao y thuc ve 
chon lira khac biet vi thich nhung gi nam ngoai chuan mure quen thuoc. Nhu vay. 
nguoi tieu dung voi nhu cau doc dao cao co the chong doi mot each co y thuc doi 
voi sir tirong hop khi loai bo cac kieu quan ao dang tro non qua thjnh hanli theo 
trao luu thiri trang chung. Up cung the hien nhu can na\ khi mua cac sail pham 
khac la, ca biet hoa hoac hang thu cong. va mua cac sail pham dupe thiet ke theo 
don dat hang cua rieng ho. 

2.4. Nhu cau tirduy 

Nhu cau lu duy la nhu cau thich suy nghl cua nguoi lieu clung. Nguoi tieu 
dung thich nhung suy nghl sau sac ve sail pham dupe goi la nguoi co nhu cau tu 
duy cao. Nhung nguoi co nhu cau tu duy thap khong thich suy nghl nliieu ma dua 
vao cam giac cua ho him. 

Nguoi tieu dung voi nhu cau tu duy khac nhau the hien moi quan tarn khac 
nhau den san pham, tim kiem thong tin, va phan ung doi voi cac chien djeh quang 
cao khac nhau. Dac biet, nhung ai co nhu cau tu duy cao thuomg thich cac san 
pham va kinh nghiem chuyen tai noi dung kien thuc dung dan va thich lam chu 
each su dung, vi du nhu choi co, cac tro choi giao due. show truyen hinh giao due. 
Ho chuyen tir vice tim kiem va kliam pha cac dac tinh moi cua san pham sang cac 
quang cao dai. ky thuat cong nghe cao voi nhung chi tict cu the \e san pham. dich 
vu. Ho xem xct cac thong diep ky cang hon nhung nguoi khac. danh gia cao tinh 
tin cay va uy tin cua cac thong diep. Nguoi tieu dung co nhu cau tu duy thap phan 
umg tich cue hon voi nhurng thong diep ngan gon, su dung cac mo hinh hap dan. co 
tinh hai huoc hoac cac dac diem khac. Cac ca nhan nav tlnrong dua ra quyet dinh 
ma khong doi hoi nhieu suy nghl. 

2.5. Nltay aim voi unh huvng cua nguoi khac 

Nguoi tieu dung cung khac nhau ve do nhay cam truoc sir thuyet phuc. dac 
biet la nhung tuong tac ca nhan. Mot so nguoi tieu dung rat muon nang cao hinh 
anh cua ho truoc nhung nguoi khac va san sang chiu anh huemg hoac bi huong dan 
boi nguoi khac. Nguoi tieu dung 6 giai cap xa hoi thap hon it tu tin khi \u ly thong 
tin thirimg dc bi anh huemg cua quang cao him so voi nhung nguoi khac. 

2.6. Tinh tiet kiem 

Tict kiem la muc do theo do nguoi tieu dung sir dung mot phuimg phap co 
tinh ky luat de mua ngan han va su dung toi da san pham. dich vu de dat muc dich 
dai han. Nghien ciru cho thay nhung nguoi tieu dung tiet kiem tlurimg khong theo 
chu nghia vat chat, it chiu anh huong cua nguoi khac va de y den gia ca va gia trj 
hon nhung nguoi co tinh tiet kiem khong cao. 
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2 .7. Ilanli vi Hr kiem soat 

Ca nhan khac nhau irong muc do hoc theo each ung xu cua nguoi khac. 
Nhung nguoi co mure do tu chu cao thuong nhay cam voi mong muon va anh 
huong cua nguoi khac. va coi day la hudmg dan cho hanh vi cua ho. Trong khi do. 
nhung nguoi co tinh tu chu thap thuong lam theo y thich. mong muon cua ban than 
va it chiu anh huong cua cac mong muon qui chuan. 

Muc do tu kiem soat cao thap khac nhau trong each phan hoi doi veri quang 
cao. Nguoi tu kiem soat cao thuong co phan hoi voi nhung quang cao thien ve hinh 
anh, san sang thu hoac tra nhieu tien hon cho san pham quang cao co hinh anh phu 
hop voi dac tinh tu chu cao cua ho. Trai lai, nguoi tu kiem soat thap thuong thich 
nhung quang cao ve chat luong hang hoa va s5n sang thu cac san pham nay hoSc 
tra liC*n nhieu hon de mua chung. 

2.8. Dac tinh quoc gia 

Tinh each co the duoc su dung de lam khuon mau cho mot nhom nguoi tai 
mot nuoc nhat dinh co dac tinh quoc gia. Dac tinh quoc gia chrac xem la tinh each 
quoc gia. Cac dac tinh nay chi dien hinh cho nhung the he chung cua mot dal nuoc 
nao do. Neu nhin tren goc do ca nhan thi thay su phan biet rat ro. \'i du. nguoi 
Phap va Y thuong coi trong lang man va tinh cam, nguoi Braxin thi co tinh bao thu 
hon. Nguoi Due. Phap va My thi duoc danh gia la quyet doan hon nguoi Anh, Nga 
hoac Y. Nguoi Due, Anh va Nga lai duoc xem la “chat che ’ hon so voi nguoi 
Phap. Y va My. Nguoi Mv duoc danh gia la de boc dong, ch^p nhan mi ro va tu tin 
hon so voi nguoi Canada - thuong duoc xem la can than, bao thu va chat che. 

III. LOISONG 

1. khai niem ve loi song 

Loi song lien quan chat che den gia trj nguoi tieu dung va tinh each. Trong 
khi gia tri va tinh each the hien cac trang thai va dac diem noi tai. loi song la 
nlnnig hieu hicn hoac hinh thai cua hanh vi. Dac biet, chung duoc the hien qua 
hoqt Jong, moi quan lam va y kien (A10 ( h ) (Bang 11.4) cua mot nguoi tieu 
dung. Vi du, ca nhan lam gi trong thai gian ranh roi la mot tieu chi tot \e loi song 
cua ho. Nguoi tieu dung thich cac hoat dong khac nhau. co nhung > kien va su 
quan tarn khac nhau co the the hien nhieu phan khuc loi song khac biet doi \cri 
nguoi lam thi truong. 

Iheo nghia hep him lien quan den hanh vi ngucri tieu dung, loi song duoc 
dinh nghia la "Kct qua chung cua he thong gia trj ca nhan. thai Jo hoat Jong va 
each time tieu Jung cua cci nhan Jo 
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Nghicn ciru v6 loi s6ng giiip nguoi lam thj truong hoan thien san pham nliam 
thoa man cac hinh thai hanh vi chung. Vi du, loi song lien quan den lioat dong nau 
nirdng phan biet ngiroi co each nau nuong don gian, nhanh gon voi ngiroi nau mot 
luc nhieu mon an. ho3c nau voi so luong Ion va de lai diing Ian sau. 

Cuoi cling, nguoi lieu dung tai cac nude khac nhau thi co loi song khac nhau. 
Mot nghicn ciiru chi ra nhirng khac biel ro rang giua phu nur Nhat va My. Phu nu 
Nhat thuong thich 6 nha. it khi chju di nha hang, it nhay cam voi gia. khbng thich 
lai xe cung nhu di xem phim. Do cac so thich nay, phu nu Nhat co the mat nhit’u 
then gian hon phu nu My khi chuan bj nau nuong tai nha va co the chi tieu nhieu 
hen de gia tSng chat luong bua an. Nhirng hoat dong loi song pho bien ciia nguoi 
tieu dung Nga thuong bao gom ca viec di xem phim, nha hat, choi the thao nhu lai 
xe, choi hockey. Nguoi Trung Quoc thuong thich xem the thao tren tivi, di xem 
phim, choi bai. doc sach va nghe nhac. 


Bang 11.4: Hoat (long, moi i/min tom vay kien (AIO). 

Hoat dong 

Moi quan tam 

V kien 

Nlian khau hoc 

Cong viec 

Gia dinh 

Ban than 

Tuoi 

So thich 

Nha cua 

Van de xa hoi 

Giao due 

Sir kien xa hoi 

Cong viec 

Chinh tri 

Thu nhap 

Ki nghi 

Cong dong 

Kinh doanh 

Nghe nghiep 

Giai tri 

Giai tri 

Giao due 

Qui mo gia dinli 

Thanh vien cau lac bo 

Thai trang 

Kinh te 

Nha a 

Cong dong 

Thuc an 

San pham 

Khu vue dia ly 

Mua sam 

rruyen thong 

Van hoa 

Qui mo thanh pho 

The thao 

Thanh tuu 

luong lai 

Giai doan elm ki song 


Loi song the hien boi hoat dong, moi quan tarn va y kien cua nguoi tieu dung. 
Tren day la mot so vi du chinh cua moi loai. Luu y rang loi song cung cap mol hinh 
anh chi tiet ve nguoi tieu dung hon cac dac diem nhan khau hoc. 
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IV. TAM LY IIINII: SU* KET HOP GlCfA GIA TM, TiMI CACII VA 
LOI SONG 

Phan nay gioi thieu cac nghien cun tam ly hicn dai dang co xu huong ket hpp 
cac bien so nhir gia tri. tinh each va loi song lai voi nhau. 

I. Dicu tra gia trj va loi song 

Mot trong nhurng cong cu dicu tra tam ly pho bien nhat hicn nay la VALS* 761 , 
do to chuc SRI tien hanh. VALS ban dau nghien ciru mot so lugng Ion nguoi tieu 
dung tai My trong nam 1970 thco mot so bicn nhir nhan khau, gia tri. thai do va I6i 
song. Mac du VALS dirge sir dung rong rai de xac dinh thj triromg muc tieu tiem 
nang va tim hieu each thuc truyen thong voi ngiroi tieu dung, nhimg den cuoi 
nhung nam 1980 cac nghien curu da bdt dau chi trich cong cu nay la thieu tinh thuc 
tc* va khong dir bao tot hanh vi. The he hau chien tranh dang gia di. sir da dang hoa 
dan toe dang gia tang, nhicu chon lira truyen thong hon, nhurng thay doi ve gia tri 
va loi song, tat ca nhurng dicu nay khicn VALS tro thanh mot cong cu khong con 
gia trj dc rnicu ta nguroi tieu dung nhurng nam 1990. 

De phan hoi lai nhung chi trich nay. SRI tric*n khai VALS phicn ban 2. Do 
bang dieu tra moi chi bao gom cac tieu thirc lien quan den hanh vi ngiroi tieu dung, 
cho nen VALS 2 cho ket qua chat che hon so voi VALS ban dau. Cuoc dicu tra tien 
hanh khao sat 4 tieu thuc nhan khau hoc va 42 tieu thuc do luong thai do. Vi du, 
mot trong nhung tieu thuc cuoi cung la “ Su vui ihu cua loi let nghi tai mot noi dat 
tien va mac qttdn do clcp di an ldf\ "Do Id sir sang trong khicn aide song dang 
gia ‘ va "Toi tlnrmig khao khdl sir nhpn nhip\ 

VALS 2 the hien hanh vi cua nguoi tieu dung tren 170 loai san pham de tao 
nen cac phan khiic dua tren 2 yeu to: (1) cac nguon cua nguoi tieu dung bao gom 
thu nhap. giao due. tu tin. sue khoe. dong co mua hang, sir thong minh. va nang 
luong; va (2) djnh huong ca nhan cua ho. bao gom dong co, hoat dong va gia trj ca 
nhan. VALS 2 rnicu ta 3 dinh huong ca nhan sau day: 

• Nguoi tieu dung theo nguyen tac thuemg dirge huiVng dan boi cac yeu to ly 
tri hon la theo cam giac hoac quan diem cua nguoi khae. 

- Nguoi tieu dung huiVng thco dia \i thuong dua tren quan diem \a cac hoat 
dong cua nguoi khac va co gang dat dugc su chap thuan. 

- Nguoi tieu dung huong theo hanh dong mong muon cua cac hoat dong xa 
hoi hay the chat, sir da dang, cac hoat dong va rui ro. 

VALS2 la mot cong cu huu dung de phan doan thj truong. cac y tiamg san pham 
moi. va dac biet xa\ dimg quang cao. Vi du. nguoi lam thj truimg truoc het xac dinh 
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xem nguiri ticu dung thupc loai nao: sir dung san pham va djch vu nhieu. il hay (rung 
binh, sau do danli gia tieu chi VALS2 tren cac phan doan nay Mot so hang sir diing 
VALS2 de cat thicn hinh anh va nang cao hieu qua ban hang. I lo xac dinh phan doan 
trung thanh nhat hoac de thay doi nhat de tap trung quang cao dung huimg. 

Ket hop ea nguon va cac bien so theo djnh huong ca nhan. VALS2 xac dinh 8 
phan khuc nguiri tieu dung: 

- Dirng cuoi cung cua he phan cap nguon luc la nhfmg nguiri “iranli dim ” - 
16%. Ho co thu nhap thap nhat. Do tap trung vao su ton tai. ho khong the hien mot 
djnh huong ca nhan nao. 

- Nhom "tin tmng" -17% - la phan khuc Ion nhat theo VALS2. bao gom 
nhirng nguiri tieu dung theo huong nguyen tac. Thuirng nhom nay co nguon luc 
khiem ton nhat. Nhom "tin luong" thuirng khong dupe di hoc dang hoang nhirng 
lai co niem tin sau sac vao nhirng nguyen tac su xu tinh than va dao dire. Hon 1/3 
nguiri tieu diing cua nhom nay da ve huu. 

- Mot nhom khac theo huong nguyen tac goi la “nhfmg nguiri tlioa mini " - 
12%, thuirng la cac ca nhan chin chan, co triich nhiem. co giao due tot. co thong tin 
va tuoi cao (hon mot nua tren 50 tuoi). Ho cung rat hanh pluic voi gia dinh. co thu 
nhap cao. va djnh huong gia tri trong tieu dung. 

- Nhom huong theo dia vi bao gom cac ca nhan “pluin dim" ■ 14%. xuat than 
tir tang lop lao dong va rat co gang de thanh cong hon trong cupc song. 

- Tiep do la den nhom “tliiinh dat” -10%. co thu nhap cao hem. tap trung v ao 
cong viec va gia dinh va thuong thanh cong trong nghe nghiep. I lo cung theo lap 
tnrimg chinh tri bao thii. ton trong quyen luc va khong huong den thay doi. 

- Trong nhom huong theo hanh dong, co cac ca nhan “sting tun” - 12%. 
tuong doi tre va huimg dC*n cac gia tri thoa man ban than. Ilo khong quan tarn 
nhiiu din tai san vat chit hoac cac su kicn the gioi nhirng tap trung vao gia dinh. 
cong viec va cac boat diing tight ngoi. giai tri. 

- Nhom nhfmg nguiri “triii ngliiem" (11%) thuirng tre tuoi. nang diing. danh 
rat nhieu thiri gian cho luyen lap the lire va cac hoat diing xa hoi. Ilo thich chi tieu 
cho quan ao. do an nhanh va am nhac. Chua den 20% tot nghiep dai hoc. nhirng 
mot s6 di lam 6 trinh do nay. Ho thich cac san pham moi \ a dinh huimg rui ro hon 
so voi cac phan khuc khac. 

- Cuoi cling, nhom *7 hue te“- 8% co nen tang nguon luc km nhat. Ilo cung 
co tu tin cao nhat. thu nhap \ a trinh dp giao due cao. do do thoa man ban than ho 
theo moi dinh huimg ca nhan. Ho su dung tai san de the hien phong each, thi hieu. 
tinh each ca nhan va ho co pho quan tarn rat ning. 
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Banff 11.5: Cac plum doan (hi trir&ng nguai tie it dung Mv tlieo VALS 2. 
Nhom thirc te 


Nguon lire' lira nluit 


Dinh tuc&ng nguyeit tdc 
Nhom thoa man 
It quail tarn den liinli anil va 
vj the. l ieu dung san pliarn 
cho nha ctra tren trung binli. 
Thich cac clurong trinh cong 
cong va giao due. Doc nhieu 
va thirong xuyen. 

Nhom tin tirong 

Mua hang cua My. It thay 
doi thoi quen, thich mua 
hang re. Xcm TV nhieu horn 
muc trung binh. Doe cac tap 
chi ve luru. nha cira va vircrn 
tirac va cac moi quan tam 
cluing kliac 


Xgtidn lux I hup nihil 


Thich nhCrng thur thanh 
khiet. de don nhan san pham 
moi, cong nghe, phan phoi. 
Khong tin quang cao. Doc 
nhieu tap chi. It xem TV 

Djnlt lur&ng vj the 

Nhom thanh dat 

Thich iihurng san pham cao 
cap, la thi trirong nine tieu 
cho nhieu san pham. xcm 
TV. tin tuc. doc sach bao o 
mire trung binh 

Nhom phan dau 

Quan tarn den hinh anh ca 
nhan. Thu nhap co han 
nhung can bang trong chi 
tieu. Chi tieu cho quan ao va 
cac san pham chain soc ca 
nhan. Thich xem TV han 
doc sach. 

Nhom tranh dau 

Trung thanh voi thirong 
liicu. Sir dung cac pliieu 
khuyen mai va giam gia. Tin 
tirong \ao quang cao. Xem 
TV thinmg xuven. Doc bao 
kho nho va tap chi phu nir. 


Dinh hirung han It itong 
Nhom trai nghiem 

Tlieo duoi thoi trang va mot 
ki cue. Danh nhieu thu nhap 
cho vice hoa nhap xa hpi. 
Mua ngau hirng. Thich 
quang cao. Nghe nhac rock. 

Nhom sang tao 

Mua hang lien nghi, ben, co 
gia tri. Khong quan tarn den 
sir sang trong. Mua san 
pham thief veu. nghe dai. 
Doc tap chi ve 6 to. thief kc 
nha cira. cau ca va di du 
I jch. 


Mac du SRI xay dung VALS va VALS2 nham mieu ta nguai tieu dung My, 
cac nha nghien ciru da ap dung cac ky thuat tam ly nay tai Nhat voi mot chut thav 
doi. Vi du. VALS Nhat co 3 djnh huong (the hien ca nhan, thanh dat va truyen 
thong) lam ca sa de dinh dang 10 phan doan nguai tieu dung. 

Nha nghien cuu lap luan rang cac ky thuat nhir LOV co the mieu ta ro him 
phan doan nguai tieu dung, nhung v an de nay chua thuc su duoc giai quvet trict de. 
Mot nghien cuu clu ra rang LOV du bao tot han VALS ve hanh vi tieu Jung. Do 
do. VALS2 se tot han doi voi nhung san pham. dich vu lien quan den cai toi. nhu 
quan ao hoac xc hai. hoac nhung san pham co tinh loi cuon cam xuc cao 
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2. C ue nghicn cun tarn ly ling dung khac 

Mac dii VALS2 la cong cu tarn ly noi tieng nhat va dugc sir dung rong rai 
nhat, van co nhiSu y kien khac nhau vc hieu qua sir dung cua VALS2. Nhieu cong 
cu khac da dugc xay dung. Mot trong so do la nghicn cuu cua Yankclovic Monitor 
- danh gia nhung thay doi co ban trong cac xu huong gia tri va phong each song tai 
My: do hrong va thco sat cac hanh vi va cam xuc doi veri nhieu van de khac nhau. 
vi du gia dinh. ticn bac, giao due. thay doi. ap luc. va tircmg lai. Nghicn cuu nhung 
van de nay cho phep phat hicn nhung xu huong chii dao nhu lam dep nha cua. quan 
sat noi tarn, thai do doi voi gioi tinh, tu hoan thicn ban than. 

Mot so nha nghien cuu da su dung cong cu tarn ly de xac dinh phan doan 
ngudi tieu dung toan cau. GlobalScan do hang quang cao Backer Spielvogel Bates 
Worldwide tien hanh khao sat tai Bac My. Chau Au. Uc va Chau A, New Zealand 
va Venezuela ve thai do. gia tri. sir dung truyen thong, su dung san pham va cac 
hinh thai mua hang. Nghicn cuu xac dinh 5 phan doan thi truong chinh: nhom tranh 
dau (26%). nhom lhanh dal (22%). nhom huong thu (13%). nhom truyen thong 
(16%), va nhom thich nghi (18%) va 5% khong xep loai. Vi the. cac quoc gia khac 
nhau thi co cac gia tri khac nhau. 


* 


* 


287 



Ilunli vi ngir&i lieu tlinifj . 


TOM TATCHUONG II 


Gia iri Id nhirng niem tin Ida ben lien quan den nhirng dieu yuan Iron# trong 
awe song. Nguai ticu dung hoc hoi gia trj thong qua qua trinh xa hoi hoa va giao 
thoa van hoa. Gia tri cua chung ta ton tai diroi dang mot he thong co to chirc. thco 
do co nhirng gia tri dirge xep hang cao hon cac gia tri khac. Gia tri dich phan anh 
mong muon cuoi cung de huemg dan hanh vi trong mot so truimg hop. Gia trj cu 
the cua mot llnh vuc se noi troi hon doi veri mot so hoat dong. Van hoa plurcmg Tay 
co xu hirong de cao chu nghla vat chat, tuoi thanh xuan. gia dinh, nha cua. con cai, 
cong vice, giai tri, sue khoe, sur hircrng thu, cong nghe va moi trudmg. Nguoi lam thi 
truimg su dung phan doan thi truong dua tren gia trj de xac djnh cac phan doan thj 
trirong. Thanh vien trong nhom co tap hop gia tri chung. va phan biet veri cac nhom 
khac. Co 3 phuang phap de xac dinh phan khuc thj truimg dua tren gia tri. bao gom 
moi truimg van hoa cua nhom. phan tich chuoi gia tri phuimg tien-dieh. bang dieu 
tra RVS. bang gia tri theo dong ca Schwartz va LOV. 

Tinb each lien quan den hinh then lieu dung, xu hirnng ca nhdn de phan biet 
ngmri ndv vdi ngicoi khac . Phuimg phap nghien ciru tinh each bao gom: (I) Phuang 
phap phan tich tarn ly nhin nhan tinh each la ket qua co gang vo thuc trong moi ca 
nhan de thuc hien cac giai doan phat trien chinh, (2) Thuyct tinh each xac dinh mot 
tap hop cac dac diem tinh each de the hien va phan biet cac ca nhan \6i nhau. vi du 
nhu hirimg noi. huang ngoai va sir on dinh; (3) Phuimg phap hien tirimg hoc thi goi 
y tinh each la each hieu cua ca nhan ve cac su kien cuoc song; (4) Thuyct tarn ly xa 
hoi tap trung vao each thuc ca nhan hanh dong trong cac tinh huong xa hoi, vi du 
nhu de bao. khong gan bo hoac hieu chien; va (5) Phuimg phap hanh vi nhin nhan 
tinh each theo sir phan hoi hanh vi de co duoc phan thirang hoac chiu hinh phat tir 
hoat dong ticu dung. 

Cuoi cung. mot so nha nghien ciru su dung ky thuat tarn ly tap hap tat ca cac 
yeu to - gia trj. tinh each, loi song - de du bao hanh vi lieu dung. Mot trong nhung 
cong cu tarn ly noi tieng nhat la Values and Lifestyle survey (VALSi. Phicn ban 2 
cua VALS xac djnh 8 phan doan thi truimg khac nhau ve nguon lire \ a dinh huimg 
gia tri. 
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CAU HOI THAO LUAN VA ON TAP 


1. Giai thi'ch su khac nhau giua gia tri chung, gia tri dich. gia tri phuong tien 
va cac gia trj cu the theo llnh vuc. 

2. Chi ra bon dac diem chinh de phan biet cac nen van hoa quoc gia voi nhau. 

3. Nguoi lam thi trucmg sir dung phan tich chuoi gia trj phuong tien-dich, 
bang gia trj RVS va LOV nhu the nao? 

4. Diem kiem soat anh huong den tinh each nhu the nao? 

5. Chi ra 3 thanh phan chinh ciia loi song? 

6. Chi ra phuong lien tarn ly, thao luan each sir dung va cac han che tiem nang. 

* * * 

BAITAP 


1. Tien hanh mot phan tich noi dung cua mot quang cao. the hien 4 van de 
ciia mot tap chi duoc chon ra. Voi moi quang cao, xac djnh loai san pham. dich vu 
va danh gia xem moi loai gia trj sau co dupe the hien trong thong diep hay khong: 
chu nghta vat chat, tuoi tre. nha cua, cong viec va vui choi, gia dinh. sire khoe. su 
huong loi, va cong nghe. Tong ket cac thong tin va tra loi cac cau hoi sau: 

a. Gia tri nao dupe the hien nhieu nhat trong quang cao 

b. Loai gia trj nao thudng hay di voi mot so loai san pham nao? 

c. Chu de nao hay co moi quan he voi moi gia trj? 

2. Xay dung mot bang cau hoi de do luong mot so nhung hoat dong chinh. 
cac moi quan tarn va quan diem cua sinh vien Dai hoc. Xay dung mot danh sach 
cac tieu (hire do luemg viec tieu dung 5 loai san pham. djeh vu lien quan den loi 
song cua sinh vien. l ien hanh dieu tra voi 20 sinh vien (nhieu khoa khac nhau). 
Tong ket thong tin va tra loi cac cau hoi sau day: 

a. Phan doan chinh theo loi song cua sinh vien Dai hoc? 

b. Voi moi phan doan, co cac hinh thai tieu dung dang ghi nhan voi san 
pham. djeh vu nao? 

c. Loai chien luoc Marketing chung nao co the sir dung de tiep can voi moi 
nhom? 

* 


* 


* 


10. HANHVIN.TDUNG4 
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PllAN V: 

KFT QUA HANH VI NGUOI TIEU DUNG 


Phan V danh gia cac kef qua cua nhieu anh huang va tien trinh ra quyet dinh 
da dirac thao luan trong cac chirong trirac. 

Clurmtg 12 thao luan ve chu do lu'mh vi lieu ill mg hicu iictrng. San pham va 
dich vu. phai dat dirac sir nhan thurc sail sac va co y nghia doi vai ngirai tieu dung. 
Chirang nay ciing tap irung vao mot so hinli thai lieu dung hap dan \a quan trong. 

Cliuong 13 cung la clurimg cuoi cung- tap tiling vao ticn trinh ra quvei dinh 
ca nhan va theo nhom bang each danh gia xcm nguai tieu dung chap nhan cac sun 
pham mm ra sao va quyet dinh chap nhan anh hirang nlnr the nao den toe do hay 
mure do pho bien mot san pham tren thi trirang. 


2% 
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CUlfONG 12: 

HANH VI TIEU DUNG BIEU TlTONG 


Chirong 12 mo ta nhieu khia canh then chot cua hetnh vi lieu dimg bieu 
tuerng. bat dau voi vi£c xem xet each thirc hang hoa co dugc y nghia bieu tinmg, 
chirc ruing cua bieu tirang vet anh hudng den ban ngd edi toi Tiep theo. chirong 
nay sc giai thich tai sao mot so hang hoa lai khac nhau ve y nghia. Mot so bieu 
tirgmg lai dac biet, tham chi thieng lieng, va doi hoi thirc tien tieu dung nh5m duy 
tri dieu do. Chirong nay ket thuc khi chi ra each thirc chuyen tai y nghTa tu ca nhan 
nay den ca nhan khac thong qua tien trinh tang qua. 

I. NGllON GOC VA CHUC NANG CUA Y NGIUA BIEU TUONG 

Dc tim hieu tai sao mot so nguoi tieu dung lai say me mot so hang hoa. nlur 
xe gan may Harlcy-Davidson. can phai danh gia cac y nghia gan ket voi san pham 
va tlurc tien tieu dung. 

1. Y nghia xuat phat tu van hoa 

Mot phan y nghia cua san pham den tir van hoa. Cac nha nhan chung hoc goi 
y la loai hinh ban dial cua do vat phan anh van hoa cua chung ta. bao gom loqi vein 
hoa doi voi then gian (thoi gian lam viec, thoi gian vui choi). khong gian (nha cira. 
van phong, khong gian an toan va khong an toan) va co hoi (le hoi vui choi hay cac 
su kien buon). Chung ta cung co cac loai van hoa phan anh nhan tlurc cua nhieu 
nhom ca nhan khac nhau dua tren mot so dac diem rieng nhir giai tinh. tuoi tac. giai 
cap xa hoi. va nguon goc dan toe. 

Mot thanh phan kho nhan biet cua loai van hoa la nguyen tac ran hoa - 
nhurng y tirong hoac gia tri cho thay cac khia canh van hoa cua chung ta dirge to 
clu'rc nhu the nao. dirge cam nhan va danh gia ra sao? Vi du. nguyen tac van hoa 
gan voi mot loai van hoa nhu nguyen tac ilu'ri gian lam viec thi co tinh he thong, 
tinh to chirc va do chinh xac lion ilu'ri gian giai tri. Nguyen tac van hoa cung dem 
lai y nghia cho san pham (so \ 6i cac san pham khac cung chung loai). Vi du. quan 
ao mac dC‘n noi lam viec co tinh to chirc hon va nghiem tuc him quan ao chung ta 
mac khi di choi hoac nghi ngoi. Trang phuc danh cho cac dip hoi he thuimg mang 
mau sac tuoi vui. sang sua, thuan tien trong khi trang phuc gan vai cac su kien 
buon thi thuong mau den hoac mau chim. Loai van hoa cua ca nhan dirge xae djnh 
boi dja vj xa hoi, giai tinh. tuoi uic va nguon goc dan toe. Chung dac biet quan 
trong doi voi nhung nghien ciru y nghia bieu lugng. do gan ket nhieu nguyen lac 
van hoa khac nhau. 
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Hinh dircri day chi ra khi ket hop va lam tiromg thich dac tinh *an pham vdri 
nguyen tac va loai van hoa. chung ta chuyen den san pham y nghia ton tai a cap do 
van hoa. 

Viec su dung 
san pham se xac 
djnh nguoi tieu 
dung la: 


}' tight a bieu tuyng co nguon goc tir 
Van hoa ^ ^ Ca nhan 


Thanh vien 
nhom 

Chicc tiling bieu tuirng 

Chirc nang lien ket 

Ca nhan dom le 

Cluic nang thu nlian 

Cliik nang the hifn 


Hinli 12.1: Nguon va eliirc tiling cuu tieu iliing bicu tuirng. 

Hinh tren day cung chi ra mot so thanh vien co the dong vai tro lien ket va 
thich trng vdri tien trinh. Dau tien. nha thiet ke san pham va nha san xuat dua ra cac 
san pham men co dac diem the hien nguyen t5c van hoa. Vi du. xe mav Harley- 
Davidson co dac diem tao nen tinh gia truong. Ngiroi lam thi truong \ a hang quang 
cao cung cap y nghia san pham khi ket hop cac san pham nay vdri mot so loai van 
hoa. Nhu vay. Harley- Davidson tao ra trang phuc, thiet bj va thong tin de thong 
bao xem tro thanh mot tay dua xe thi co nghia nhu the nao. 

2. Chirc nang bieu tuotig 

Y nghia xuat phat tir van hoa cho phep chung ta sir dung san pham lam bieu 
tuong cho viec tham gia vao mot so nhom xa hoi khac nhau, goi la chirc nang bieu 
tuong. Nhu vay, vay ao di lien voi phu nu, trang phuc hoc sinh di lien vdri truong 
hoc. Am nhac chung ta nghe co the bieu tuong cho tuoi tac. hoac xe oto thi bieu 
tuong cho dia vi xa hoi. Mot each co y thirc hay khong. chung ta thuong su dung 
cac san pham lam bieu tuong cho cac nhom ma chung ta tham gia. Chi can nhin 
vao nguoi khac va tai san cua ho. chung ta co the biet ca nhan do la thanh \ ien cua 
nhom nao. Dac biet. cac san pham co the lam bieu tuong dia ly. dan toe va giai cap 
xa hoi. 

2. /. Bieu tuong ilia ly 

San pham co the bieu tuong cho cac vung dia ly. Pho. Banh com. Bun dc. 
Bun cha bieu tuong cho mon an Ha Noi. San pham co the bieu tuong cho xuat xu 
dia ly cua mot vung ngav ca khi chung dupe su dung beri nhung nguoi song o noi 
khac (nguoi dan Viet Nam o cac dia phuong khac hoac cr nucrc ngoai \an nau 
nhung mon dac san Ha Noi khi nhd \ e Thu do). 

2.2. Bieu tuirng dan toe 

San pham \a cac hoat dong tieu dung co the bieu tuong cho mot non van hoa 
cu the hoac van hoa nhom. Nguoi tieu dung doi khi su dung bieu tuong dan toe cua 
cac nen van hoa hoac tieu van hoa khac de phan biet veri nhom cua ho. Yi du. ao 
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dai bieu tuong cho phu nu Viet Nam. Pho va nem la nhung mon an truyen thong 
noi tieng cua Viet Nam. Dac diem dan toe co the bieu hien qua vice an uong: an 
nhu the nao va an vao luc nao. Cac nen van hoa co each there khac nhau khi phuc 
vp mon an trong mot bua tiec: dua ra cung luc (a chau A) hay don timg mon mot (6 
Chau Au). 

2.3. Bieu twang giai cap xa hoi 

San pham cung co the lam bieu tuong cho giai cap xa hoi. Tai Viet Nam. xe 
oto bieu tuong cho sir thanh dat va sang trong. Trong so nhirng ngiriri giau nuoc 
My, bieu tuong giai cap xa hoi dupe the hien qua so huu may bay rieng. hoc choi 
gon. hoc lai may bay va nhirng ngoi nha nguy nga trang le. Nguyen tac % an hoa cua 
giai cap thuong thuong luu bao gom cac ddc diem sau: do tinh te, mire giai han de 
nhan biet va tinh ky luat. San pham va cac hoat dong lieu dung cua nhom nay cung 
the hien cac dac tinh nhu tren. 

2.4. Bieu twang giai tinh 

Thurc an, quan ao, trang sue va do uong la mot so loai san pham lien quan den 
sir tham gia vao mot nhom tieu dung nam hay nu. Mot nghien ciru nguoi tieu dung 
tai Phap cho thay thit va mot so loai thuc an khac duoc xem la danh cho phai nam. 
trong khi ngu coc va mot so cac san pham cu the khac lai duoc xem danh cho phai 
nir. Nghien ciru chi ra rang each thirc an uong cung the hien dac trung phai nam 
hay nu: each an kieu gam nham hoac gap mieng nho the hien dac diem cua phu nu. 
Trai lai, nhai manh, an mieng to thuong hop voi dac diem cua nam giai han. Mot 
nghien ciru khac lai chi ra su khac biet giai tinh trong so thich an uong. nam giai 
thi thich xan nhung mieng thjt Ion trong khi phu nu lai thich xan nhung mieng 
mong. Cac so thich nay lien quan den nhung ket hop co nguon goc \an hoa doi vbi 
phai nam (tho. goc canh) va doi voi phai nu (thanh va nhe). 

2.5. Bieu twang nhom tham khao 

Vi du ve xe may Harley-Davidson cho thay san pham co the lam bieu 
tuong tham gia vao mot nhom tham khao. Sinh vien mac dong phuc cua truong 
dai hoc. nhan vien mac dong phuc co quan nham the hien su tham gia vao mot 
nhom tham khao nao do. Ben canh cac san pham. tap quan doi khi cung la 
nhung tieu chi quan trong va khang djnh su tham gia vao nhom. Vi du. tap quan 
mong doi ngay Tet the hi?n vai tro thanh vien cua nguoi Viet Nam. 

3. Chiic nang thu nhan 

Ngoai vai tro bieu tuong cho su tham gia nhom. san pham co the giup chung 
ta cam thay thuan lai han trong nhung vai tro moi. Chirc nang nay duoc gpi la chirc 
nang thu nhan. 
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3.1. Vai tro ciia cac giai (loan thu niton 

Nguai tieu dung dam nhan mot so vai tro trong cuoc song cua ho. va nhung 
vai tro nay lien tuc thay doi. Ban co the dang la sinh vien. con trai hoac con gai. 
anh trai hoac chi gai va la nguai di lam. Tai mot thai diem nao do trong cuoc doi. 
ban co the dong vai tro nguai chong, nguai va. co chu. bo me. ong ba. nguai ve 
huu... 

Ca nhan thuang chuyen tir vai tro nay sang vai tro khac trong ba giai doan 
chinh: 

- Giai than clan lien xuat hien khi co cac bieu hien thay doi trong so huu do 
vat cfi. Vi du each ihuc Ire em chuyen tir giai doan be tho sang giai doan thicu nhi 
la chuyen sang nhung do chai mai phu hap vai lira tuoi han. Nhung nguai tieu 
dung dang tien hanh ly dj cung the hien su cham din quan he vp chong khi loai bo 
nhung san phani nhac ho nha tai nhung ky niem xua. 

- Giai doan thu hai la vice chuyen tir mot vai tro nay sang vai tro khac. 
thuang di kern vai nhung thurc nghiem de xac dinh ban sac mai. Trong giai doan 
chuyen doi nay. nguai tieu dung co the sin sang chap nhan nhung tai san mai hoac 
phong each mai ma neu vao thai diem khac thi ho da bo qua. vi du nhu thay doi 
each an mac, kieu toe... 

- Giai doan cuoi cling la ket hap. tuc la nguai tieu dung dam nhan mot vai tro 
mai va tao nen mot ban sac mai lien quan den vai tro nay. 

3.2 Sir dung bieu luffttg va tap quan trong chuyen hu&ng vai tro 

Chung ta thuimg cam thay khong thoai mai trong mot vai tro mdi do khong 
co kinh nghiem va rat it hieu biet de thuc hien dieu nay. Mot phan ung chung la su 
dung cac san pham dien hinh gan vai vai tro nay. Vi du. cac nha nghien cuu chi ra 
rang nhung hoc vien MBA khong chac chan ve dinh huang nghe nghiep tuang lai 
thuang su dung cac bieu tuang chung lien quan den vai tro doanh nhan (so vai cac 
hoc vien MBA khac). Chung ta thuang su dung mot nhom san pham de the hien su 
chap nhan cho mot vai tro mai. Tao nen mot su ket hap hai hoa cac >an pham la 
dieu rat quan trong. vi khong co no chung ta khong the lam ro cac phan hoi hap ly 
cua nguai khac. Tap quan cung dong vai tro quan trong trong viec chuy en hoa vai 
tro nhu: le cuai. le tiec. tuan trang mat - moi tap quan gan vai mot san pham nhat 
djnli. Ban than dam cuai bao gom trang phuc cho co dau chu re. hoa. nhan cuai. 
hop dung nhan. ant nhac. trang phuc cho khach mai. so luu but.... I lay tap quan to 
chuc le thoi noi (khi em be tron mot tuoi) rat duac cac thanh \ien trong gia dinh 
quan tarn, dac biet tai cac nuac chau A. 

Phan tiep sau day noi ve chuyen hudng sang vai tro \o chong \a cac san 
phani bieu tuang cua qua trinh chuyen huang nay. 
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3.3. Chuyen lur&ng sang vai tro vp chong 

San pham ticu dung la mot thanh phan quan trong trong qua trinh chuyen 
huong tir doc than sang ket hon. Moi cap vg chong phai quyct dinh xem ho dang so 
hiru nhung gi, sc loai bo do vat nao, va muon mang gi den can ho moi. Doi khi. cap 
vg chong muon loai bo nhung qua tang cua ban be cu, vat chirng bieu tugng cho 
thcri ky doc than cua ho. La mot phan cua giai doan tich hop. doi vg chong lai thu 
thap nhung san pham moi phu hgp vai quan diem van hoa doi vai vai tro vg chong 
va giup ho tao nen lich su chung cua gia dinh. Nhung nen van hoa khac nhau thi co 
nhung tap tuc cuoi xin khac nhau. 

Mot tien trinh tinmg tu dirge ticn hanh khi ly dj. Trong truemg hgp nay. ca 
nhan loai bo tai san khi rai bo vai tro cu, moi ca nhan lay lai nhung gi da tirng la 
cua ho. va sau do ho chia sc tai san chung. I Ip cung co the bo di nhung tai san nhac 
ho nho den nguai kia. I ham chi mot so nguoi huy bo tai san, bieu tugng cho vice 
pha huy hon le de nham muc dich trung phat vg hoac chong cu. Nhu vay. sau khi 
ly dj, nhieu nguai mat nha, mat xe (hai bieu tugng quan trong cua dja vj xa hoi) 
nen cam thay danh mat the dicn ca nhan. Trai lai. mot so khac mua nhung san 
pham bieu tugng cua vj the doe than mai trong giai doan chuyen huong vai tro. vi 
du nhu mua may tap the due, di du lich vai ban be. 

3.4. Chuyen huong van lida 

Nguai tieu dung cung thay doi vai tro khi ho chuyen sang mot nen van hoa 
khac. Thuang la hg bo luon nhung tap tuc va bieu tugng cu va chap nhan nhung 
bieu tugng mai. Tuy nhien, ho van giu mot so dac trung van hoa cua minh. Chang 
han, nguai Viet Nam dinh cu a nuac ngoai mac du bj anh huong manh bai moi 
truemg van hoa ma hg dang s6ng. nhung da so van giu dirge nhung gia trj van hoa 
truyen thong ve tap tuc. thoi quen an uong, sinh hoat. le Tet. 

3.5. Chuyen huong din vjxa hoi 

Nhung nguai ura mai giau co can den tai san nham muc dich khoe khoang. 
de the hien dja vi gianh dirge va su tlura nhan \ai tro cua hg. Dieu nay phu hgp vai 
mo hinh bieu tugng va chuyen huong vai tro (da giai thieu tren day), trong do cho 
thay tarn quan trong cua nhung danh gia co nhan tlu'rc tir nguai khac de the hien 
nhung ket qua thanh cong cua vai tro mai. 

4. Chuc nnng lien ket 

Y nglua san pham co the bat nguon tir vai tro nguai tieu dung vai tu each la 
thanh vien cua mot nhom hoac la mot ca nhan. Cac san pham va hoat dong tieu 
dung phuc vu cho chuc nang lien ket. the hien sir tham gia \ao mot nhom \ a dong 
vai tro bieu tugng cua ket noi giira ca nhan vai nguai khac. vai sir kien hay kinh 
nghiem quan trong trong cuoc song. Vi du. chimg ta co the thich mot hire \ e hoac 
thich mot cai mu vi day la qua tang cua ban than. Nhung nghien cuu ve do gia 
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trmen hoac pha he lien ket ca nhan vdi ong ba to tien. cac hire anh gia dinh lien ket 
ho voi con chau. Ca nhan co the coi trong cac cuong ve \em da bong hay chuong 
trinh cua cac bu6i hoa nhac cua ban nhac yeu thich, hoSc do luu niem - each gpi 
nho den nhung con ngudi. sir kien hay ncri chon dac biet. Cac san pham va hanh 
dong khac cung co the lam bieu tuomg cho su ket noi (nhan cudi. album gia 
dinh...). Tap quan cung la bieu tuong cua su ket noi. 0 Viet Nam. Tet nguyen dan 
la dip tu tap tit ca cac thanh vien trong gia dinh de cung nhau on lai nam cu va dua 
ra dinh hudng cuoc sing cho nam mcri. Moi gia dinh gin giu truyen thong rieng de 
phat triin cac moi lien kit noi bo. Thanh vien gia dinh thubmg quyet liet chong lai 
nhimg thay doi trong cac truyin thong nay. Mot so gia dinh phat trien lien ket bang 
each tim kiim nhung buc anh hay bang video cu, va ke lai cac cau chuyen ve gia 
dinh ho. Y nghia cua viec lien kit khong chi la viec xac nhan nhung ket noi x3 hpi 
ma con tao nen noi nhd. hoai niem ve qua khu. 

5. Chtrc nang the hien 

Cung nhu mot bieu tuong. mot san pham co tiem ndng the hien mot dac tinh 
lien quan den su doc dao. duy nhat cua ca nhan. Chirc nang the hien phan anh xem 
chung ta doc dao nhu the nao. chu khong phai chung ta lien ket voi nhung ngudi 
khac nhu the nao. Chung ta co the the hien tinh each doc dao thong qua nhung san 
pham nhu quan ao. trang tri noi that, nghe thuat. am nhac. cac hoat dong giai tri, do 
an thuc uong. 

Chuc nang lien ket va chirc nang the hien dan den mot so ung dung trong 
Marketing. Vi du. ngudi lam thj trudng tao tinh cam hay noi nho khi ket noi san 
pham cua ho voi mot ca nhan. noi chon hay su kien. Hon nira. ngudi lam thi trudng 
khuyen nghi la san pham cua ho se giup gia tang tinh doc dao cua ca nhan. Vi du. 
mot nha san xuat nude hoa quang cao rang thucmg hieu nay co huong \ i khac nhau 
doi voi bat ky mot ngudi phu nur nao sir dung va nhu vay, giup cho viec tao nen dac 
diem rieng cho moi phu nu muon lam dep. 

6. Da chirc nang 

Do san pham va tap quan co the sir dung lam bieu tuong cho nhieu chirc nang 
khac nhau. mot san pham co the thuc hien nhieu chirc n3ng cung luc. Vi du. cha me 
thudng tang con gai do nu trang \ao dip cudi. Do nu trang nay co the giu chirc 
nang bieu tuong \ i gia cua chung tuong doi cao. va vi the chung truy en thong dia 
vj x3 hoi. Chung cung giu chuc nang thu nhan. khi giup co dau chu re dam nhiem 
vai tro bat dau mot gia dinh rieng voi tai san mcri. Vi day la qua tang cua bo me. 
mon nu trang do co the giu chuc nang lien ket - bieu tuong cho moi quan he giua 
doi vo chong tre voi bo me. Cuoi cung. neu mon nu trang duoc thiet ke rieng cho 
doi vo chong moi cudi. chung co the lam bieu tuong cho so thich ca nhan. phuc vu 
chuc nang the hien. 
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Doi khi. san pham co the dap img mot hodc nhieu hon 4 chirc nang tren. Ban 
co the chon mot chiec vay dai de the hien phong each cua nhom ma ban tham gia 
hoac so thich ca nhan rieng biet, hoac do chung ta can chup anh luu niem. Tuy 
nhien, khong phai luc nao ban cung y thuc dupe ve chuc nang bieu tupng cua san 
pham, nhu kha nang mot bp quan ao co the bieu tupng cho gioi tinh hay tuoi tac 
cua chung ta. Ban hy vong nhan dupe mot so loai qua khi chuyen huong vai tro (t6t 
nghiep dai hoc hoac ket hon), nhung khong y thuc rang cac san pham nay giup ban 
dam nhiem vai tro moi. 

7. Bieu tupng va ban nga cai toi 

Chuc nang bieu tupng cua san pham va tap quan tieu dung rat quan trong do 
ca hai deu giup chung ta xac dinh va duy tri khai niem ban nga cai toi. nhan thuc 
dupe chung ta la ai. Thuyet ban sac xa hoi cho rang chung ta danh gia thuong hieu 
theo each phii hop voi ban sac ca nhan. Theo thuyet nay, cai toi co the dupe chia 
nho thanh nhieu ban sSc rieng biet, goi la “gian do ban sac hien tai", trong do bao 
gom sinh vien. nguoi lam viec. con cai.... Nhung ban sac nay dupe huong dan it 
nhat bdi mot trong nhung vai tro ma chung ta dam nhiem. Mot so ban sac tro nen 
dac biet noi bat hoac la trung tarn cua khai niem cai toi. Ban sac hien tai co the 
dupe tao nen tu gian do ban sac ly tubng - tap hop cac y tuong lien quan den viec 
ban sac ma chung ta tim kiem se dupe thuc hien nhu the nao trong dieu kien ly 
tuong. Gian do ban sac hien tai va ly tuong anh huong den vice chung ta sir dung 
san pham nao va tieu dung ra sao. 

II. TAI SAN DAC BIET 

Mot so san pham giu vj tri va gia trj dac biet, mac du chung co the hoac 
khong lam noi bat khai niem ca nhan. Vi du, mot nguoi tieu dung xem may giat la 
mot tai san dac biet vi no rat thiet thuc, trong khi nguoi khac lai danh gia choi 
bowling la dac biet vi tao nen su vui thich. Tuy nhien. ca hai nguoi tieu dung deu 
nhin nhan cac san pham nay la gan lien voi khai niem cai toi. Do co sir khac biet 
giua san pham bieu tupng va tai san dac biet. nguoi lam thi truong phai tim hieu tai 
san nao la dac biet va tai sao chung tro nen nhu vay. 

1. Cac loai tai san dac biet 

Nha nghien ciru can xac djnh cac loai tai san ma nguoi tieu dung cho la dac 
biet. Mdc du tat ca moi loai tai san deu co the tro thanh dac biet. mot so nguoi tieu 
dimg nhin nhan do lim niem, cac bieu tupng thanh dat va do suu tap la nhung loai 
tai san dac biet. 

1.1. Do vai ky niem 

Mot so san pham co y nghia dac biet vi goi lai nhung k> niem voi mot nguoi. 
noi chon hoac kinh nghiem dac biet. Nhung do vat nay thuemg la do gia bao. do luu 
niem. do ky niem va qua tang tir nhung nguoi dac biet. Ban co the rat quy mot 
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cuong ve - mac du no chi la mot mau giay - vi no ggi lai nhurng k\ niem cua mot 
buoi hoa nhac ma ban dirge tan mat chicm ngirong ban nhac than tirgng cua minh. 
Mot so nha nghien ciru phan anh lai trubng hgp mot ca nhan ban chiec xe veu thich 
cua minh vi ly dj. nlurng van giir lai bien so nhir la vat kv nicm cua tai san dac biet 
na\. Mot so nguoi lieu dung coi trong anh lint nicm vi ggi lai nhirng nguoi dac biet 
va ho trirng bay tranh anh tren tivi. dan piano... Cac tai san the hien ro rang sir lien 
ket cung co tiem nang tra thanh dac biet. 

1.2. Bieu tuy ng tin) nh dat 

0 Viet Nam. ngiroi tieu dung xem tai san bieu tirgng cho su thanh dat la 
nhirng tai san dac biet: nha biet thu. xe 6 to dat tien. do dung dat tien. \i tri xa hoi, 
hoc hanh cua con cai. hanh phuc gia dinh. Gioi tinh khac nhau co the gan voi 
nhirng bieu tirgng thanh dat khac nhau. chang han. sir thanh dat cua nam gioi the 
hien o vj tri xa hoi. nha cira. xe 6 to. do dung ca nhan dat tien Phu nur thi thirdng 
the hien sir thanh dat qua gia dinh (sir thanh dat cua chong con. gia dinh hanh phuc) 
va cac vat dung ca nhan dat tien gianh cho gioi nur. 

1.3. Sit u tap 

Hanh vi suu tap cua ho la su tim kiem cam xuc de chiu va sir the hien ban 
than (siru tap bup be. tern. tien. truyen. dong ho, ca\ canh. nur trang. ...). doi khi 
bieu hien mot phan cong vice cua ho. hoac ke tlura gia dinh. hoac hinh thirc be' 
ngoai Nguriri siru tap tlurong nghi rang ho giir gin bo siru tap tot hem bat ky ai khac. 

2. Cac dac diem the hien tai san dac biet 

lai san dac biet co nhirng dac diem rieng biet. Tnroc het. nguoi tieu dung 
khong ban chung tren thi trirong bang bat cu gia nao. Vi du, ho khong muon ban 
mot mon nu trang hoSc mot chicc goi theu do chinh tay minh lam. Thir hai. ca nhan 
thurong mua cac tai san dac biet ma it khi quan tarn den gia ca. Nhurng nha suu tarn, 
dac biet. ce^ the chap nhan bo ra mot khoan cue Ion de co dirge do \ at ma ho mong 
muon co dugc. llu'r ba. tai san dac biet cc> rat it hoac khong cc> \ at tha> the. Bao 
hiem ct> the tra tien cho do go b| hir hai khi co tai nan (hoa hoan. lu lut) nhirng 
nhung do \at mbi khong the bu dap dirge cho cac do \ at gia tru>en Ngoai ra. 
ngiroi lieu dung coi cac tai san dac biet la khong the tha\ the dugc \i chung co lien 
quan den mot so sir kien va con nguoi trong cube song cua ho. 

Dac diem tiep theo la ca nhan khong \ irt bo cac tai san dac biet. nga\ ca sau 
khi chung da mat di chirc nang gia tri. Tre em thudng khong thich xa roi cac do 
choi ha\ cac con thu nhbi bong, chi cho den luc cac do na\ bi hong, lai >an dac 
biet khong phai dugc su dung theo muc dich ban dau cua chung. Mot >b nguoi tieu 
diing con tin rang cac lai san gia tri cua ho sc danh mat di cac dac tinh gia tri neu su 
dung het chirc nang ban dau cua chung Vi du. nhirng nguoi suu tarn bup he Barbie 
ha\ cac do choi Star W ars se danh mat gia tri siai tarn neu khong giir ngu>en mau 
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ma bao bi ban dau. Nhir vay tai san dac biet khai day nhung cam xuc quyen lire 
nhu thanh dat, tinh cam, niem kieu hanh va su dam me. Chung ta se cam thav that 
vpng, buon ba va dau kho khi cac tai san do bi mat hoac hu hong. 

2.1. Tai sao mot so tai san lai dac biet? 

Tai san co mot y nghia dac biet la do mot so nguyen nhan. bao gom cac gia 
tri bieu tuomg, dac tinh tarn ly, va mure do phuomg tien quan trong. 

2././. Gia tri bieu tuomg 

Tai san tra nen dac biet mot phan do chung thoa man chuc nang dien hinh, 
lien ket, bieu hien va chap nhan. Vi du, chung ta co the coi trong nghe thuat, do gia 
truyen, va trang sure vi chung la nhurng bieu hien cua phong each ca nhan. hoik vi 
chung la qua tang va la moi lien ket vai nhung ngirai dac biet khac. O-to hay nha 
cua co the la cac mon do co gia tri do chung the hien dja vj xa hoi. Chung ta con 
coi trong vao nhieu tai san khac nhu vay cuai, do chung the hien sir chuyen huang 
vai tro. 

2.1.2. Dac tinh tliay doi tarn ly 

Tai san la dac biet vi chung co dac diem thay doi tarn ly. Vi du, cup, huan 
chuong, siru tap, bang cap khai day nhurng cam xuc tu hao, hanh phuc va niem vui. 
Chang han. mot nghien curu chi ra rang co mot so nguai tieu dung coi chiec tu lanh 
cua ho la tai san dac biet. vi gop phan lam cho bua an sang vui ve. hanh phuc. 

2.1.3. Tam quan trong chirc nang 

Tai san tra nen dac biet vi chung rat huru ich. Mot nguai tieu dung coi chiec 
dien thoai di dong cua ho la tai san dac biet vi ho sir dung no de co duac thong tin 
hang ngay, do la gia trj chirc nang cua tai san. 

2.2. Dac diem ngu&i tieu dung anil huang den nhung tai san dac biet 

Dia vi xa hoi. giai tinh va tuoi tac la mot so nhung dac diem ca ban co the 
anh hircrng den y nghia tai san doi vai moi nguai trong chung ta. 

2.2.1. Dia vjxfi lioi 

Dja vi xa hoi tac dong dC‘n y nghia cua tai san. Doanh nhan thirimg quan tarn 
den cac tai san bieu tuimg cho lich su ca nhan va sir phat trien su nghiep cua ho. 
Nguai lao dong thuemg quan tarn den nhung tai san co gia tri chuc nang su dung. 

2.2.2. Gi&i tinh 

Doi vai phai nam. san pham la dac biet neu chung bieu tuimg cho cac hoat 
dong va thanh dat ve mat vat chat, va khi chung co cac dac tinh phuimg lien va 
chirc nang. Trai lai. doi vai phai nur. ho coi trong cac bieu tuimg cua ban sac va cac 
san pham bieu hien su quan tarn cua ho doi vai nguai khac. Nam giai chon cac do 
vat the hien tien nghi vat chat, va cac tai san cho thav ho lam chu moi tririmg xung 
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quanh. ho thi'ch siru tap 6 id. sach va cac do vat lien quail den the thao. trong khi 
phu nu thich situ tap trang sire. dTa an.... 

2.2.3. Tudi tac 

Mac du ca nhan co nhurng tai san dac biet d moi lira tudi. song nhung gi ma 
ho danh gia la dac biet lai thay doi theo tuoi tac. Vi du. do thu nhdi bong thi rat 
quan trong doi vdi tre em, am nhac va xe mdto thi rat co gia tri doi \ iVi thanh nien, 
va may anh ghi lai ljch su phat trien ca nhan thi quan trong doi vcri ngudi trirdmg 
thanh. do dung ki niem thdi ki con di lam, dac biet doi vdi nhirng ngudi co dia vj, 
lai co y nghia doi vdi ngudi ve huu. 

2.3. Tap quan sir (lung di kem v&i tai san dac biet 

Chung ta thudng tham gia vao cac tap quan danh cho viec sang tao, nuoi 
dudng hoac nang cao y nghia cua cac tai san dac biet. Nhurng tap quan nay co the 
xay ra tai cac giai doan thu nhan. sir dung va loai bo. 

Tai giai doan (hit nhan . ngudi tieu dung tham gia vao tap quan so huu. 
Nhirng tap quan nay cho phep ngudi tieu dung the hien so huu ca nhan doi vdi 
nhurng san pham mdi. Khi ban mua mot quan bo mdi. ban co the tha> doi do dai va 
cho them nhirng phan trang tri. Khi xay mot can nha mdi, ban quan tarn den viec 
sap xep va trang tri bang viec mua nhieu vat dung noi that. 

Tai giai doan tieu dung . ngudi tieu dung tham gia vao cac tap quan “bao 
quan** de duy tri va bao duerng a muc tot nhat cac san pham dac biet. Mot so ngudi 
tieu dung danh thdi gian de lau nha. rua xe trude khi khach den. Doi khi tap quan 
bao quan con md rong sang moi ca nhan. khi ban danh nhieu thdi gian de cham soc 
hinh thuc ben ngoai trong cac dip dac biet. 

Cuoi cung. khi cac san pham danh mat y nghia bieu tuong. ngucri tieu dung 
tham gia vao cac tap quan "loai ho " de xoa sach moi dau vet cua y nghia ca nhan. 
Vi du. mot so ngudi thudng bo cac dang ky nhan hieu trude khi cho di cac tap chi 
va xoa bo cac file ca nhan trude khi ban hoac cho may tinh. 

2.4. Loai bo cac tai san dac biet 

Ca nhan loai bo cac tai san dac biet vi nhieu ly do khac nhau \a vdi nhieu 
phuong thuc khac nhau. Cac nghien cuu da chi ra rang ngudi cao tudi thuimg ra 
quyet dinh loai bo vao nhirng giai doan kho khan, khi ho phai chuyen den trai 
dudng lao. khi ho cam thay sue tan lire kiet - mac du chuyen giao mot so tai san 
dac biet chi thuc hien sau khi chet. Doi khi nhurng ngudi cao tudi tang do \ at cho 
ba con ho hang de liru niem. the hien tinh cam. Mot ngudi tieu dung cao tudi 
thudng danh gia cao nhurng ngudi nhan biet dirge y nghia dac biet cua cac do \at 
ho chuy en giao. tiep tue su dung hoac chain soc chiing nham duy tr: truyen thong 
gia dinh. hoac don gian la ho co the tang cho ngudi nao hoi xin dau tien 
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3. V nghia thieng lieng 

3.1. The nao la thuc the thieng lieng? 

Mac dii nhicu tai san duoc xem la dac biet. nhung mot so qua dac biet duoc 
xem la thieng lieng. Nhung thuc the thieng lieng nhu con ngudi. do veil va nui chon 
dirge ton kinh. sung bai va cue ki coi trong. Mot so nhan vat noi tieng da di vao 
huyen thoai nhu Chu tjch Ho Chi Minh, Indra Gandhi. John F. Kenedy cung duoc 
xem la nhung con ngudi thieng lieng vi da duoc ton sung bai the gidi. Nhieu ngudi 
tieu dung xem cac do vat la thieng lieng nhu cd to quoc. quoc ca, gia truyen. va 
nhung noi chon thieng lieng nhu dai tudng niem chien tranh Viet Nam. Van mieu 
Quoc Tir Giam v.v.... Nhung do vat va noi chon thieng lieng khoi day cam xuc cue 
ki manh me va gay xuc dong. Ben canh nhung con ngudi, do vat va noi chon 
thieng lieng, chung ta con co nhung thdi diem va su kien thieng lieng nhu cudi hoi, 
ma chay. le ton giao, sinh nhat.... 

3.2. Dac diem the liien cac thuc the thieng lieng 

Mot so thuc the tao ra su bi an vuot khoi y nghTa thong thudng. Cac do vat 
thieng lieng so huu nhung dac diem tiep can/nc tranh va tao ra tinh cam rat manh 
me va loi cuon. Co the dan den cam giac xuat than va khiem ton trude thuc the 
thieng lieng. Hon nua. cac do vat thieng lieng co the tao ra tinh cam manh me va 
gan bo. can phai quan tarn va nuoi dudng cac do vat do. Thudng thi chung ddi hoi 
duoc ung xu theo mot nghi thuc nhat djnh. Vi du le chao cd la inot nghi le quen 
thuoc nhung khong kern phan trang nghiem ddi vdi bat ky mot cong dan cua mot 
quoc gia nao tren the gidi. 

Y nghia thieng lieng con duoc duy tri bai su khan hiem va duy nhat. Vi du. 
dja vj thieng lieng cua mot so tac pham nghe thuat do chung la duy nhat. Cac tac 
pham nay cd gia rat cao cung vi chung la "hang doc". Tinh thieng lieng cua thuc 
the can phai duoc quan tarn khi thict ke cac chuong trinh truy en thdng 

4. ( huyen tai y nghia bicu tuong qua hanh vi tang qua 

llanh vi tang qua the hien nhirng y nghia cao quy cua \ i the dac biet hay 
cua san pham dong thdi la phuong lien de xay dung va duy tri khai niem cai tdi 
cua ngudi tieu dung. Mot khia canh quan trong cua tieu dung bieu tirong chinh la 
su chuyin giao y nghia tir mot ca nhan nay sang mot ca nhan khac trong boi canh 
tding qua. 

4.1. Thdi gian tang qua 

Mot so co hoi qua tang do van hda qui djnh cung nhu lien quan den ca nhan. 
Tai Viet Nam. do la nhung dip nhu day thang. thdi noi em be. sinh nhat. mimg thp. 
ngay phu nu 8/3. ngay nha giao 20/11,... Ngudi Han Quoc lai lam le 100 ngay cho 
em be. va cac gia dinh Trung Quoc thi ky nicni day thang cua em be. Ngudi Han 
Quoc cung tang qua cho ngudi cao tuoi va cac thanh vien trong gia dinh nhan dip 
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nam men. Nguai ticu dung cua cac nen van hoa khac nhau tren the giai deu to chuc 
cac ky tang qua khac nhau nhu Giang sinh, nam moi, cuai xin... Mot so cac dip 
tang qua khac thi mang tinh nhat thcri. vi du tang qua de lam lanh, de dong vien, 
tham nom nhung ai dang bi om, hoac de cam on sir giup da cua nguai khac. 

4.2. Ba giai doan cua tang qua 

Qua trinh tang qua bao gom 3 giai doan: giai Joan chucrn hi - xem xet se tang 
gi cho nguai nhan; giai Joan tang qua dien ra khi tang qua cho ngirai khac , va giai 
Joan Jdnh gia - nhin lai moi quan he dua tren Ian trai nghiem tang qua vira roi. 

4.2.1. Giai Joan cliuan bi qua 

Giai doan nay dien ra trirac khi tang qua cho nguai khac. Nguai tang phai co 
dong ca va tinh cam de tang qua, phai suy nghl ve ban chat va y nghla cua qua 
tang, cung nhu gia tri va thcri gian dau tu cho vice tim kiem qua tang. 

a. Dong ca va tinh cam icing qua 

Trong giai doan chuan bi, phai xay dung duac dong ca tang qua. Mot m5t, ca 
nhan tang vi ly do bac ai - muon giup da nguai nhan. Vi du mot nguai ho hang 
muon tang mot so tien mat Ion de giup vg chong mai cuai bat dau cuoc song moi. 
Chung ta cung co the tang qua vi ly do bat ky, don gian la chung ta thay thich khi 
tang qua. 1 loac chung ta tang qua vi nhung ly do phuomg tien, khi mong rang nguai 
nhan se dap lai dieu gi khac. Vi du, mot nhan vien tang qua cho ong chu vi muon 
dugc thang tien. Nguoi tieu dung cung co the tang qua vi nhung ly do bat buoc, do 
ho cam thay trong hoan canh nay hoac doi vai nhung quan he nay thi can phai co 
qua tang. 

Nguai tang qua doi khi cam thay lo lang vi ho rat muon dap ung mong muon 
cua nguai nhan nhung lai khong chac la lam dupe dieu nay hay khong. Them vao 
do, qua tang cung gop phan lam giam bat noi kho tarn hoac tarn trang buon phien 
cua nguai nhan. 

h Ban chat va y nghta cua qua tang 

Mot vai net cua vipc chon qua cung phan nao the hien tinh cam cua nguai 
tang doi vai nguai nhan. Do chinh la han chat cua qua tang. Vi du. mot nhan vien 
khong muon tang quan ao cho ong chu vi cho rang san pham na> mang tinh ca 
nhan. Tuang tu, ban se khong tang cho ban than cua minh mot qua tang ky niem 
dam cuai cua ban. Mac du qua tang ky niem co the khong hoan toan phu hirp trong 
mot boi canh tang qua, chung co the rat co y nghla khi ma nguai nhan khong nga 
den. Nhung qua tang ngau hung, du rat nho. cung the hien tinh yeu thuimg \a su 
quan tarn. 

Qua tang cung bieu hien y nghla ma chung ta muon chuyen cho nguai tang. 
Vi du. qua tang bieu thi gia tri ma chung ta cho la phu hop vai nguai nhan. Vi du 
tang nhan dinh hon la the hien mong muon mot moi quan he b6n chat \a thuy 
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chung lau dai. Qua tang cung the hien cai toi khi tang nhiing tac pham nghe thuat 
hay dieu gi do chinh nguai tang tu tay lam ra. 

c. Gia tri cua qua tang 

Gia trj cua qua tang la mot yeu to quan trong trong qua trinh chon qua. Tuy 
thuoc vao muc dich, moi quan he voi doi tugng, cung nlur theo tain quan trong 
cua thai diem ma ca nhan se chon mon qua co gia trj phu hop. 0 day khong chi 
gia tn tai chinh ma con the hien sir dau tir cong sure, tarn huyet cua ca nhan vao 
mon qua nay. 

d Luang thai gian dau tu cho tim kiem 

Thai gian dau tir cho tim kiem mot mon qua cung the hien ban chat va tinh 
cam ma nguai cho danh cho nguoi nhan. Nam gioi va phu nir cung khac nhau 
nhieu trong viec dau tu thai gian va cong sure de tim qua tang. Phu nu thirong hay 
di cac cua hang vao cac dip le hom la nam gioi. Phu nu cung bo nhieu thai gian dc 
hoan thien qua tang, trong khi nam gioi thuang tim mua nhumg do co san. 

4.2.2. Giai doqn tang qua 

Giai doan nay mieu ta viec trao qua. do vay cac veu to tap quan, tap tuc tien 
hanh cua qua trinh tang qua trer nen rat quan trong. 

a. To chirc le, tide 

Trong giai doan nay, nguoi tang se quyet djnh goi qua nhu the nao. Goi qua 
bang giay goi phu hop. lich su, tao nhung net ca biet cho mot qua tang von rat pho 
bien tren thi truemg. Tuy nhien, tarn quan trong cua viec goi qua phu thuoc vao 
hinh thuc nghi le va tinh ngau nhien cua co hoi. Vi du mot qua tang khong ngo toi 
(nhu khi chong tang qua bat ngo cho vo) thi co the khong can phai goi cau ky. 
tham chi con phu hop hon neu bo qua viec nay. 

h. Thai gian va su hat ngd 

Ca thai gian cung nhu kha nang bat ngo deu rat quan trong trong khi tang 
qua. Muc do tao to mo doi voi nhung san pham khong dirge goi sc tang len khi de 
nguoi nhan tu doan xem ben trong chura do gi. Mac du bat ngo la mol phan gia tri 
cua tap quan, dieu nay khong phai luc nao cung xav ra. Vi du chong mua nhung 
mon d6 ma vg da chon s^n truoc. Trong truong hirp nay. tang qua la sir kien co kc 
hoach voi nguoi chong dong vai tro “nguoi di mua hang*. 

c\ ('hit y den nguai nhan 

CTm quan tarn den nhu cau va so thich nguoi nhan la mot diem dang liru y 
trong giai doan tang qua. 

d. Phan ung cua nguai nhan 

Mot diem khac la phan ung ma nguoi tang hy vong thay dirge tir nguoi nhan. 
phan ung tai cho cua ho va phan hoi cua nguai tang doi \6i tra loi cua nguoi nhan. 
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N6u ban mat nhieu thoi gian va cong sue de tim mot mon qua hoan chinh. trong khi 
do nguoi nhan mo goi qua rat nhanh va chuyen sang mon qua khac ma khong noi 
mot loi. ban se cam thay rat dau long. 

4.2.3. Giai doan danlt gia lai 

Day la giai doan cuoi cung cua qua trinh tang qua. Tai giai doan nav, nguoi 
t&ng va nguoi nhan cung danh gia lai quan he cua ho dua tren qua trinh tang qua. 

4.3 . Btrrrc nit ay quan Ite 

Mot mon qua co the anh huong den quan he giua nguoi cho va nguoi nhan 
thco nhiiu each khac nhau. Mot mon qua thich hop se duy tri muc do quan he. Mon 
qua co gia tri cao se the hien chi phi tim kiem dang ke va tang cuong quan he giua 
hai ben. tuong tu trong truong hop qua tang tao ra mot sir bat ngo. Mot mon qua 
kern hon mong doi cho thay it co su dau tu. hoac khong tang qua cung lam suy 
giam quan he. Qua tang co the tang cuong moi quan he khi trao doi cam xuc lien 
ket hay gan bo. Qua t^ng cung xac nhan quan he, khang dinh nhung tinh cam gan 
bo hien tai. 6 khia canh tieu cue, mot qua tang khong thich hgrp the hien su quan 
tarn it hoac no luc tim kiem giai han co the lam suy giam moi quan he, tao cam 
giac thieu gan bo va ket noi. 

4.4. Sir dap lai 

Neu ban tang ai do mot mon qua xinh xan, ban cung thuong mong la ngucri 
nhan se dap lai ban trong nhung lan sau nay. Neu ban tang qua lam suy giam ket 
noi giua ban va nguoi nhan, nguoi nay cung khong tang lai ban mon qua xinh xan 
nao ca, hoac khong tang mot mon qua nao het trong nhung dip sau nay. Tuy nhien, 
mot so tinh huong tang qua hoac nhan qua khong cau su dap lai. Vi du, neu ban 
tang qua vi nguoi kia om hoac moi qua mot giai doan dau kho. ban khong muon ho 
phai tra on lai. Nhung nguoi co kho khan ve tai chinh (tre nho, sinh vien) hoac co 
dja vi thap thuimg dirge coi la truong hop mien dap lai. Nhu vav, thuong cha me 
tang qua cho con tre va khong mong sir dap lai. Cac doanh nghiep co the su dung 
nhung dac diem cua tang qua de tiep thi co hieu qua him doi voi nguoi tieu dung. 


* 


* * 
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TOM TAT CHlfONG 12 


Chirang nay nghien ciru vai tro bieu tuong cua san pham. Nguoi tieu dung su 
dung mot so san pham nhu la cac ki hieu co y thuc hoac khong co y thuc do the 
hien loai nhom x§ hoi ma ho dang tham gia. San pham va tap quan giu y nghia 
quan trong khi ho trai qua giai doan chuyen giao vai tro. lam bidu tuong de ket noi 
ca nhan. dia diem va thori gian co y nghta, va cung la bieu tuong ca the va duy nhat. 
Ket hop su dung bieu tuong cua san pham voi tap quan anh huong den khai niem 
cai toi ca nhan cua ngudi tieu dung. 

Nguoi tieu dung xem mot so tai san rat d5c biet. Nhung do vat nay la khong 
the thay the. khong co cai thu hai va khong ban ra tren thj truong bang bat ky gia 
nao. Nguoi ta thuong mua cac tai san nay ma khong can quan tarn den gia ca. 
Chung rat it khi bj loai bo, ngay ca khi chung khong con chuc nang phuong tien 
nura, tham chi chung khong con duoc su dung nhu muc tieu ban dau. Nguoi tieu 
dung ca the hoa nhung tai san nay, gan bo sau sac voi chung va thuong cam thay so 
hoac rat buon neu phai danh mat. Tai san la dac biet mot phan do chung giur chuc 
nang bieu tuong. gop phan don gian hoa chuyen giao vai tro. lien ket voi nguoi 
khac va the hien nhung phong each duy nhat. Chung dac biet con vi the hien su lam 
chit hay thanh cong ca nhan, hoac la mot each de nang do tinh than. Cac dac diem 
ca ban nhu giai cap xa hoi, tuoi, gioi tinh deu gay anh huong den loai do vat ducrc 
coi la die biet. 

Mot so do vat con dac biet den muc duoc tho cung, duoc doi xu dac biet voi 
su ton trong ngoai le - chung la nhung do vat thieng lieng. Ngoai nhung do vat so 
huu. thi noi chon, con nguoi. thoi gian hoac cac su kien cung co the giu vj tri 
thieng lieng. Nhung do vat thieng lieng duoc truyen tu doi nay sang doi khac. co 
anh huong Ion va sire thu hut cao. Nguoi tieu dung gin giu va cham soc can than 
nhimg do vat thieng lieng nay va thuong tao ra nhung nghi le dac biet de gin giu 
chung. 

Tang qua la mot qua trinh chuyen giao y nghTa cua san pham tir mot ca nhan 
nay sang mot ca nhan khac. Nhung djp tang qua thuong do yeu to van hoa quyet 
dinh nhung lai rat khac nhau theo thoi gian. Qua trinh tang qua bao gom 3 giai 
doan: giai doan chuan bj. giai doan tang qua va giai doan danh gia lai. Cach thuc 
ticn hanh hai giai doan dau co the gay anh huong den mire do va do lau ben trong 
quan he giua nguoi tang va nguoi nhan. 


* 


* 
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CAU HOI THAO LUAN VA ON TAP 


1. Phan biet chirc nang bieu tuqng cua san pham vai chirc nang chuyen giao vai 
tro. Tuang tu. phan biet chirc nang lien ket vai chirc nang bieu cam cua san pham. 

2. Danh gia co suv nghi la gi? Anh hucmg nhu the nao den tiep nhan vai tro? 

3. Gian do tinh each ly tuang co lien quan nhu the nao den gian do tinh each 
hien nay cua nguai lieu dung? 

4. Chi ra 3 nguyen nhan chinh de danh gia mot do vat co y nghla dac biet 

5. Tai sao nguai tieu dung lai tham gia vao viec so huu. gin giu \a truyen ba 
tap quan? 

6. Cac do \at thieng lieng la gi? Chung co the bj xam pham nhu the nao? 

7. Trinh bay 3 giai doan tang qua. Giai thich tang qua co the gay tac dong den 
moi quan he nguai cho - nguai nhan nhu the nao. 


* * * 

BAI TAP 

1. Xem xet loai van hoa cua dia vj cong viec va nhung trang phuc tieu bieu 
cua bac sy. chieu dai vien hang khong. chinh trj gia. doanh nhan. lai xe taxi va 
duqc sy. Xac dinh cac ngu\en tac van hoa the hien su tham gia cua moi nhom cong 
viec va giai thich trang phuc cua moi thanh vien tham gia timg nhom the hien cac 
dac tinh ca ban cua nhom ra sao? 

2. Danh gia hai su kien chuyen giao vai tro: tot nghiep dai hoc va lam cha 
me Ian dau. Doi vai moi su kien. xac dinh nhung tap quan the hien su chuyen giao 
vai tro va cac san pham di kern trong qua trinh chuyen giao nay. Tim 5 san pham. 
dich vu noi bat cua nhung tap quan nay. Rut ra nhung ling dung Marketing gi doi 
vai cac nhom tham gia v ao qua trinh chuyen giao? 

3. Phong van 3 nguai quen cua ban ve nhung do vat ma ho coi la dac biet 
hoac thieng lieng. Chi ra tai sao chung lai dac biet. So sanh cac cau tra lai vai 
nhung nguyen nhan da duac giai thieu trong chuang trinh. Ban rut ra duoc nhung 
tmg dung Marketing gi tu nhung cau tra lai nay? 


* 


★ 


* 
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CilUONG l j; 

CHAP NHAN, PHAN DOI VA PHO BIEN 
SAN PHAM MOI 


Chirong nay tap trung nghien cuu nhung nhdn lo dnh hiring din sic lira chon 
cua ngirii licit dimg doi vdi mot san phdm nidi. Chung ta bk dau bang vice mo ta 
cac loai san pham mai. theo mire do mai va loai lgi ich dem lai. Ticp do, chung ta 
se thao luan nhung nhdn to anh hiring den vice chap nhdn hodc phan doi san phdm 
mai cua ngirii ticu dimg . Nhung nhom nguai tieu dung khac nhau thi chap nhan 
san pham mai a mire do khac nhau. Nhung ca nhan dau tien mua san pham mai 
dugc goi la nhung nguai cai each hay nguai doi mai. Cuoi ciing. chung ta xem xet 
cac cac nhdn to anh hirang nhanh chong den vice pho biin mot san phdm mat Iren 
thj trudng. 

I. SAN PHAM MOI 

Kha nang trien khai thanh cong mot san pham mai dong vai tro quan trong 
doi vai ban hang va su phat trien cua cong ty. Vi the. nguai lam thi truong cung 
phai tim hieu cac san pham mai va nhung nguyen nhan dan den thanh cong cua 
chung. 

1. Khai niem san pham moi 

Mot san pham mai phai hoan toan mai la tren thi truong. Chinh xac hom, mot 
san phdm mdi Id mot san phdm, dich vu, thude tinh hay y tuang md nguai tieu 
dimg tqi mot phdn khuc thj trudng nhdn thicc Id mdi vd co anh huong den ede hinh 
thdi tieu dimg hien tqi 

Dich vu cung nhu san pham deu co the la nhung san pham mai nha cong 
nghe. )’ tuang cung la san pham mai (nhu hut thuoc la tai khu \ uc danh cho nguai 
hut thuoc tai nai lam \ iec. tren may bay). Thay doi ve thude tinh san phdm cung 
dugc coi la san pham mai. Cong ty Discover 2Go quang cao mot thuoc tinh mai 
cua san pham: the tin dung mini co gan chip bao ve. co the di kern vai chum chia 
khoa ca nhan. 

Mot khia canh thu hai trong khai niem san pham mai la san pham, dich vu. 
thuoc tinh. bao bi va y tuang duac coi Id san phdm mdi neu chung duqc nguai tieu 
dimg nhin nhdn Id mdi la, ngay ca khi chung thuc su khdng hodn loan mdi Nguai 
lam thi truong cung djnh nghia “san pham mai" theo tirng phan khuc thj truong. 
May rua chen bat dugc xem la pho bien a cac nuac phat trien. nhmig a Viet Nam 
van dugc coi la san pham mai. San pham mai mang lai nhieu thay doi trong hinh 
thai tieu dung, anh huong den each thuc, nai chon, thai gian va nguyen nhan chung 
ta mua san pham. Vi du, san pham mai nhu mua hang tren mang anh huong manh 
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d<jn each chung ta mua san pham. Nhung san pham mdi nay thay doi ca lien trinh 
mua hang. San pham mai cung co the thay doi ca each thirc sir dung san pham va 
dich vu. L6 vi song lam thay doi each nau nirong. email lam thay doi each trao doi 
thong tin voi nguai khac, may anh so va may quay camera so cung thay doi each 
chup anh, rua anh va gui anh cho nguai khac. 

Cuoi cung, mot so san pham mai anh huang den hanh vi loai bo. Y tuong ve 
hang tai chi giup cac nha san xu5t tim each sir dung nhimg vat lieu bao bi tai san 
xuat va nhung tui rac tai sir dung. Nhung thiing rac thong minh (phan loai rac) la 
nhung san pham mai lam thay doi hanh vi loai bo hien co. Mot \ i du khac la ngudi 
lieu dimg tai nhac tir may tinh. may nghe MP3 hoac cac cong nghi* khac thi sc loai 
bo cac top nhac nay nhanh lion khi ho bo album. CD hay bang cassette. 

Nguai lam thi trudng phan loai san pham mai theo 2 each chu dao sau: (I) 
loai san phiim mai va (2) loai hi ich Jem lai. 

2. San pham moi duoc xac djnh boi muc do moi la 

Mot each de mo ta san pham mdi la chi ra mire do thay doi doi veri hinh thai 
tieu dimg. 


Killing lien tuc 


Lien tuc nang dong 


Lien tuc 


May quay dla 

—► 

Gian am thanh 

May nghe bang 

May chai dla CD 

May nghe MP3 


May nghe MP3 Blue 
tooth; 

May nghe MP3 40Gb 

May tinh 

—» 

’ May tinh ca nhan — 
May tinh bo tui 

May tinh xach tay 

—► 

May tinh man hinh 
phang 

May tinh chuot 
khong day 

May tinh 6 dla nen 

Dien thoai 

—► 

Dien thoai co day 

Dien thoai khong 
day 

Dien thoai di dong'— 
Dien thoai video 


Dien thoai di dong \oi 
nhan biet giong noi 

Dien thoai di dong \oi 
camera ki thuat so 
^ Dien thoai di dong voi 
he thong dong bo khong 
day 


lUnli 13.1: Tinh lien tuc cun sun phiim nuii. 
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Mot san pliant m&i Hen tuc co hieu img han che doi voi cac hinh thirc tieu 
dung hicn tai. Chung ta sir dung san pham moi lien tuc theo each ma chung ta da su 
dung san pham truoc do. Vi du, Huggies tung ra ao boi tien loi cho tre dang chap 
chung bict di ma chua qua mot khoa dao tao nao. San pham nay cung tuemg tu nhu 
ta quan truyen thong nhung khac d cho khong bj tham nuoc. Xe chav bang dong ca 
hoi nuoc cung la nhung san pham moi lien tuc vi chung khong tao ra nhung thav 
doi Ion trong each su dung va bao tri phuong lien. Da so cac san pham moi deu la 
san pham moi lien tuc. 

Stilt plaint m&i lien tuc nipt each nang dong thi tao nen mot hieu img manh 
doi voi thirc tien tieu dung. Thuong thi nhung san pham moi nay gan lien voi mot 
cong nghe moi. Dien thoai di dong la mot vi du dien hinh vi chung thay doi thin 
gian va dia diem trao doi thong tin voi ngudi khac. Mot vi du khac la xe ma\ dien 
(doi hoi sac dien thay vi do xang). may tinh xach tay (sir dung moi noi) va may anh 
so (khong can phim). 

San pham m&i klumg lien tuc la mot san pham rat moi ma chung ta chua he 
biet den truoc do. Vi du. mot san pham moi goi la "xe 6 to hay", loai xe oto co the 
chay thang dirng, tham chi la bay len voi toe do bOOkm'h. Cac san phiim nhu old. 
may bay. may tinh. tivi va may photocopy mot thoi cung la nhung san pliant moi 
khong lien tuc vi chung tao nen nhung thay doi can ban trong hanh vi tieu dung. 

San pham moi khong lien tuc va lien tuc mot each nang dong thuong keo 
theo mot loat cac san pham phu tro va cac san pham moi co lien quan. Vi du. 16 vi 
song dan den sir ra doi cua cac do vat dung cho 16 vi song, nhung cong thirc va 
thirc an de nau trong 16 vi song. Chung cung gop phan day manh vice xay dirng cac 
san pham khac nhu bep tir. Chung co it nhicu anh lurong den su xuat hicn tro lai 
cua nhung san pham thich hop voi nau nuong bang 16 vi song, nhu giay lau lien loi 
hoac cac hop dung do bang nhira. 

I ren co so 3 loai san pham moi chinh nay. san pham moi co the duoe dinh 
dang can cir vao nn'rc do moi la. theo true san pham moi (Hinh 15.1). Nhung san 
pham moi khong lien tuc thuimg moi nhat va doi hoi nhicu thay doi trong hanh vi 
tieu dung, trong khi san pham moi lien tuc thi nguoc lai. 

3. San pham moi duoc xac djnh boi muc do loi ich dem lai 

San phiim moi cung dupe xac djnh theo loi ich ma chung dem lai. Mol so san 
pham. djeh vu. thupe tinh hay y tuong moi la nhung loi ich clnrc nang \ i chung tao 
nen nhung loi ich chuc nang moi cao hon nhung loi ich dang ton lai. Vi du may 
tinh xach tay mang lai nhung loi ich chuc nang vuot troi so voi ma\’ tinh de ban. 

Cac san pham moi mang tinh tham my hoac mang y nghla hinmg thu la 
nhung san phiim. dich vu. v tuemg moi the hicn nhu cau tham my. niem vui gap go. 
tiep xiic hoac nhung mong muon tinh cam. Cac bai nip the due hay ciic dieu nhay 
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mai. cac loai nhac mai. cac kieu trang phuc moi va loai thirc an mcri deu dupe xep 
vao nhung san pham mcri mang tinh tham my ho£c hircmg thu. 

San pham mcri bieu tircmg la nhumg san pham. dich vu. thuoc tinh. y tucmg 
mang y nghia xa hoi mai. Trong mot so truang hop, san pham mod bieu tuang la 
mot san pham mai danh rieng cho mot nhom nguai tieu dung rieng biet. Sir dung 
loai san pham mai nay se chuyen tai y nghia tham gia nhom cua mot ca nhan. Vi 
du. kieu thai trang mai the hien sir tham gia vao mot nhom dan toe. tuoi hoac giai 
tinh co the duac coi la san pham mai bieu tuang. Trong nhumg truang hop khac. y 
nghia cua san pham nhung khong phai ban than san pham la mcri la vai nguai lieu 
dung. Vi du. san pham va dich vu cham soc sac dep trirac day chi danh rieng cho 
phu nir nhumg nay nam giai sir dung ngay cang pho bien. 

II. CHAP NHAN HAY PHAN DOI SAN PHAM MOI 

Do thanh cong cua san pham mai ngay cang tra nen quan trong doi voi cong 
ty, ngirai lam thi trirong can phai tim hieu xem ngirai tieu dung va ho gia dinh ra 
quvet dinh chap nhan san pham mai nhu the nao. 

1. Tu plian doi den chap nhan 

Chap nhan chi xay ra neu nguai tieu dung khong phan doi san pham moi. 
Phan doi la viec ngucri tieu dung khong mu’a san pham mai, ngay ca khi bi ep 
buoc. Doi khi nguai tieu dung phan doi viec chap nhan mot san pham mai vi 
chung qua dan gian hoac do ho thich tiep tuc su dung nhung san pham va dich 
vu quen thupc. Vi du. mot so phan doi vai he dieu hanh may tinh mcri hoac cac 
trang thief bj hien dai thay the cho may tinh cu cua gia dinh. vi ho sa cac san 
pham mai qua phuc tap hoac chi mang lai mot so it dac diem mai so vai nhung 
gi ha Jang su dung. 

Phan Joi se qu\el liet neu muc do rui ro nhan thirc cua nguai tieu dung la cao 
trong su dung san pham. Nguai mua tren mang cung co nhieu lo lang tuang tu khi 
su dung the tin dung mua hang tren Internet. Nhung san pham moi co the tao nen 
hieu img tich cue va tieu cue. Khi nguai tieu dung phan doi mot cong nghe mai. 
cac hieu img tieu cue nhan thirc tu cong nghe se Ion han hieu ung tich cue. 

2. Ciich thirc chap nhan san pham moi 

Khi tim hieu quvet dinh chap nhan cua nguai tieu dung, ngirai lam thi truang 
thav rang se hiru ich khi phan biet ro hai truang herp sau: quvet dinh no lire coo va 
quvet dinh no lire ihop . Chap nhan cho phep tao nen cac hieu ung phan cap no luc 
cao trong dieu kien no lire cao. va tuang tu cac hieu ung no lire thap trong dieu 
kien no luc thap. 

2. /. Ciic hieu ling cap bac no lire cao 

Trong mot so truang hap. nguai lieu dung co y thirc ve mot san pham mai. 
suv nghl can than va tim nhieu thong tin co the ve san pham. hinh thanh thai do dua 
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trcn cac thong tin nay. Neu day la mot thai do thien chi, nguai tieu dung se dung 
thir san pham. Neu dung thu dem lai ket qua tot. nguai tieu dung se quyct dinh 
chap nhan san pham mai (mua ve dung). Hieu ung cap bac no luc cao nay duac 
minh hoa trong hinh 13.2 duoi day va tuomg ung vai viec hinh thanh vai no luc cao 
mpt thai do, su tim kiem, danh gia va tien trinh lua chon da duac giai thieu a cac 
chuang truac. 

Truong hop Itieu ung cap bac v&i no lire cao 


Nhan thuc 

— V 

Thu tlinp, tim 
kicin thong tin 

—► 

Thai dp 

—► 

Dung tlni 

-> 

Chap nhan 


Truong hap Itieu ung cap bac vai no lire tliap: 








Chap nhan 

Nhan thuc 

w 

Dung thu 

w 

Thai dp 

w 


Hinli 13.2: Tien trinh ra quyct Jin It chap nhan san pham mai. 

Mo hinh MAO (dong ca, kha nang va ca hoi) cua nguai tieu dung se xac 
dinh khi nao tien trinh chap nhan vai no lire cao se xay ra. Tien trinh nay thuong 
xuat hien khi nguai tieu dung cho rang san pham mai co the lien quan den nhung 
rui ro tarn ly. xa hoi, kinh te. tai chinh hoac an toan. Vi du, nguai tieu dung cho 
rang kieu thai trang mai se tao nen rui ro ve danh gia xa hoi va ho thuong cho 
nhung nguai khac mua \ a mac truac. 

Tien trinh chap nhan san pham mai vai no luc cao thuong lii}n quan den loai 
san pham mai. Dac biet. nguai lieu dung thuong theo lien trinh ra qu\el dinh \ai 
no luc cao khi san pham mai la khong lien tuc (trai vai lien tuc) vi ho biet it ve sail 
pham mai va phai tim hieu them. Mot tien trinh chap nhan vai no lire cao cung 
duac sir dung khi co nhieu nguai tham gia vao qua trinh quyct dinh. vi du trong 
tinh huong ra quyet djnh cua gia dinh hoac to chuc. 

2.2 . Cac Itieu ung cap bac no lire tluip 

Khi san pham mai co it nguy ca rui ro han (vi du trong truang hirp cac san 
pham mai lien tuc). va khi rat it nguai tham gia vao qua trinh mua. vice ra qu\et 
dinh se di theo mo hinh hieu ung cap bac vai no luc thap. Khi do nguai tieu dung 
tham gia vao dung thu sau khi ho biet ve san pham mai na>. 1 Ip danh it no luc de 
xem xet va tim kiem san pham truac khi thu va hinh thanh thai do tu dung thu. 
Neu thai do la tich cue. ho se chap nhan san pham mai. Vai hieu ung cap bac vai 
no lire thap, thai gian giua y thuc ve san pham mai va dung thu hoac chap nhan la 
rat ngan. 
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3. Thoi diem dua ra cac quyet djnh chap nhan san pham mdi 

Ngudi tieu dung dua ra nhung quyet djnh chip nhan san pham mdi vao 
nhung then diem khac nhau. Mot nghien cuu da xac dinh 5 nhom nguai tieu dung 
chip nhan dua tren thoi diem ma ho dua ra quyet djnh chap nhan (xem hinh 13.3). 
Nhom dau tien chiem 2,5% thi trudng chap nhan san pham mdi dau lien dupe gpi 
la nhung nha cai each. Nhom thir hai chiem 13,5% duoc goi la nhung ngudi sdm 
chip nhan. Nhom liip thco 34% gpi la nhom da so sdm chap nhan. Nhom tiep theo 
34% la nhom da so chap nhan muon. Nhom cuoi cling 16% duoc gpi la nhung 
ngudi chain chap mua hang nhat. Cac nhom tieu dung chap nhan na\ co nhung 
khuynh hudng the hien cac dac diem khac nhau. Vi du nhom cai each dupe mo ta 
la lieu llnh, phieu luu, nhom chap nhan sdm lai co tinh tu trong. nhom da so chap 
nhan sdm co dac tinh tu do, nhom da so chap nhan muon co la da nghi va nhom 
chant chap mang tinh truyen thong, bao thu. 

Theo nghien cuu nay, nhom cai each thi dam me cong nghe nhat. I Ip danh 
gia cao cac san pham mdi co tinh cong nghe cao va muon la nhung ngudi sd huti 
dau tien. va ho sin sang chap nhan vay muon de mua chung. Cac san pham nhu 
may tinh xach tay. may glti am sd thudng thu hut nhom cai each. 



Ilinli 13.3: Diic diem cac nhom chop nlidn san pham nuii. 
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Nhom chap nhan sum lai la nhung nguai khong thuc te. Ho thich cac san 
pham cong nghe cao khong phai vi nhung dac diem cua chung ma vi kha nang tao 
ra cupc each mang pha vd each thuc truyen thong. Ho ra quyet dinh mua hang cho 
ong chu cua ho va muon thay su dau tu tra lai doi vai cong nghe moi. Cac ca nhan 
nay thudng khong quan tarn den gia ca, va ho sin sang lam nhung nguai khai 
xuang cho san pham de tao nen mot cuoc each mang trict de. 

Nhom nguai lieu dung da so chap nhan sum la nhung nguai thuc dung, ho 
tim nhung san pham mai tao nen nhung thay doi Iqi ich va co the dir doan truoc doi 
vai cong nghg dang ton tai. Vi ho khong thich rui ro. ho lint hieu ky cang nhung ai 
tao ra san pham mai va danh tieng cua cong ty. Ho cung quan tarn xem san pham 
mai phu hap vai he thong cong nghe hien co nhu the nao, va ho cung quan tarn den 
thdi han su dung cua san pham mai. Ho rat nhay cam vai gia ca, thich co nhieu 
hang canh tranh tren thj truang, vi nhu vay ho co the so sanh cac dac diem vai 
nhau va se cang chac chan hon ve tinh kha thi toi da cua san pham. 

Nhom nguai tieu dung thuoc da so chap nhan muon lai la nhung nguai bao thu. 
Ho rat canh giac vai nhung tien bo va thudng dua vao truyen thong quen thuoc. Ho 
khong thich cac san phant cong nghe cao va muc dich cua ho khi mua chung de khong 
bj cham chich. Ho thich mua cac san pham lap rap san co day du tit ca moi thu trong 
mot bao bi. Ngucri tieu dung mai hoc sir dung Internet thi thuoc vao nhom nay. Ho 
cung coi trong cac san pham tron goi, cung cap day du nhung gi ho can. Tuy nhien cac 
nha nghien cuu du doan rang vice chap nhan su dung Internet a nhom nay se tang 
tnrdng chain. Mot ly do khac la ho khong co tien de mua, hoac khong co nhu cau sir 
dung Internet tai nha, mot phan do da so da co Internet tai nai lam vice. 

Nhom cuoi cung la nhom cham chap. Trong thj truomg PC, ngucri lieu dung 
nao moi mua may tinh gan day bj coi la nguai cham chap. Mac du nhont nay phan 
doi lai san pham mai, nguai lam thj trudng can phai tim hieu ly do tai sao. Vi du. 
tai sao ho lai khong su dung may tinh de luu trur. phan tich va truyen thong tin ma 
lai di sir dung cac phircmg phap khac. Do ho so bi mat thong tin ha> nhani du lieu? 
hay do ho lo ling ve bao mat thong tin? Hay do ho nghT rang may tinh qua phirc tap 
va ho khong bao gia co the hoc sir dung mot each thanh thao? 

Mot s6 nha nghien cuu phan doi each phan loai 5 nhom tieu dung chap nhan tren 
vi nhung loai nay thich img vai tat ca cac loai san pham mai. Ho cho rang co the nhieu 
loai hoac it hem. dieu nay phu thuoc vao san pham moi. Gia djnh rang so luong nguai 
trong cac loai nay a hinh 15.3 la khong thuc te. bai mot so san pham chi thu hut dupe 
1% la nhom cai each. 60% la nhom chap nhan som. 30% la nhom da so chap nhan 
sam, 5% la nhom da so chap nhan muon va 4% la nhom cham chap. 

Mot so nha nghien ciru lai loai bo dinh nghia nha cai each tinh tren phan tram 
so chap nlujn san phant chi sau khi chung dupe tung ra tren thi truang. Nhung nha 
nghien cuu nay da chi ra rang nhung nguai cai each ra quyet dinh mua mot san 
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pham nidi tai bat ky thdi diem nao. khong quan tarn den quyet dinh cua ngudi 
khiic. Thudng nhung ngudi tieu dung nay mua san pham ngay sau khi chiing xuat 
hicn tren thi trudng. nhurng ho dira tren nhan thuc rieng cua minh chu khong phai y 
kicn cua ngirdi khac. 

III. 1*110 BIEN SAN PIlAM MOT 

Do ngudi lam thi trudng rat quan tarn quang ba tlianh cong san pham cua ho tren 
nipt thi truemg. ho muon biet mot nhom nguiri tieu dung se chap nhan san pham nun 
nhanh chbng nlur the nao. Dieu nay lien quan den hai van de chinh: san pham duoc 
pho bic*n nhu the nao tre'n thi tnrong va lam sao lien hanh day nhtuih tien trinh nay .’ 

1. Cach (hue pho hicn san pham trim thi truling 

Mot phuong phap xem xet san pham duoc pho bien nhu the nao tren thj 
truimg la phai quan sat each thuc chap nhan theo thai gian. Mot so each there pho 
bien sc duoc lam ro trong phan duoi day. 

/./. Duo'll" cong plio bien liinli cliuS 

Mot so san pham moi the hien duong cong pho bien co hinh chu S. I heo 
hinh thai nav. san pham bat dau dupe pho bien tuong doi cham tren thi tnrimg. 
Theo hinh 13.4. chiing ta thay ty le phan tram tucmg doi nho tren toan bo thi truemg 
la chap nhan san pham giua thai ky 1 va then ky 2. Sau mot khoang thai gian nao 
do. toe do pho bien tang len nhanh chong. co nhicu ngirdi chap nhan san pham moi 
trong mot khoang thai gian tuerng doi ngan. Giura thai ky 2 va 3. co su gia tang 
manh can cir vao so lupng cua ngudi tieu dung chap nhan san pham. Cuoi ciing. 
chap nhan tang theo ty le giam dan va dudng cong tro thanh dudng thang. 

Vi du. hie dau \ iec pho bien Id vi song tien hanh rat cham chap. Nhung sau 
do tang rat nhanh do ngudi tieu dung nhan thuc dupe cong nghe Id \i song va cd 
nhicu thuc an phu lurp vdi lo vi siing tren thi truimg. Ilien nay. nhicu ngudi su 
dung Id vi song, cho nen ty le pho bien cham lai. 



Hinh 13.4: Dining cong pho bien liinli chirS. 
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1.2. Dirang cong plid bien lily llnra 

Mot hinh thuc khac cua pho bien la duong cong luy thira. Trai nguoc vcri 
duong cong hinh chir S, duong cong luy thira khoi dau nhanh chong va chiem duoc 
ty le phan tram cao cua thi truong khi mua san phant tu rat som, ngay khi chung xuat 
hien. Tuy nhien, voi moi giai doan sau do, ty le chap nhan tang theo ty le giant dan. 

2. Cac nhan to linh hudug din dang cua duxmg cong phf) bien 

Mot so tac nhan co the gay anh hirimg den hinh dang cuoi cung cua dircmg 
cong pho bien. Nhin chung. ngircri lam thi trirong dir doan duong cong pho bien 
hinh chu S voi nhurng loai san pham mcVi co lien quan den nhung rui ro xa hoi. tarn 
ly, kinh te, hieu qua, va the chat. Trong nhung tinh huong nav, nguoi tieu dung 
thuong cha xem nhung nguoi khac su dung va phan irng voi san pham moi ra sao. 
truoc khi nguoi tieu dung chap nhan chung. Pho bien luc dau cung co the chant vi 
nguoi tieu dung khong chac chan san pliant co ton tai lau dai tren thi truemg. hay 
chi phi chuyen doi sang san phant moi co cao qua khong. Tien trinh pho bien may 
tilth va may nghe dTa CD theo hinh chu S. Duong cong nay cung xay ra khi nguoi 
tieu dung tien hanh rieng re, khong thao luan voi nguoi khac va khong co cung 
nient tin voi nguoi khac. 

Trai lai, doi voi nhung san pham ntoi it rui ro, chi phi chuyen doi thap. nguoi 
tieu dung co chung nient tin va gia tri, va ho thuong xuven trao doi voi nhau ve san 
pliant, nhanh chong pho bien thong tin trong he thong xa hoi, nho vay, san pham 
nhanh chong tang trirong theo duong cong luy thira. Chu y la duong cong nay chi 
the hien ly le nguoi tieu dung tren thi truong chap nhan san pham ntoi. chir khong 
phai thoi diem nghien ciru. Noi each khac, duong cong hinh chu S hay theo luy 
thira phan anh quy trinh pho bien tien hanh trong 1 nam hoac trong 30 natn. lion 
nua, duong cong con the hien su pho bien theo tat ca loai san pham moi co dac tinh 
chirc nang. bieu tirong hay huong thu. 



Hinh 13.5: Dirthtg cong plio hien lily ihim. 
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3. Quan he giira vice pho bien san pham moi voi chu ky song san pham 
Khai niem chu ky song san pham cho thay luc dau san pham phai trai qua 
giai doan khoi di$m, sau do se gia tang tuomg doi nhanh khi co nhieu doi thii canh 
tranh tham gia vao thj truong va nhieu nguoi tieu dung chap nhan san pham hon. 
Do canh tranh gia tang, cac doi thu yeu hon bj danh bat ra ngoai va san pham duy 
tri t6c dp ban. Tai mot thori diem nao do. sir chap nhan cua nguoi tieu dung thay doi 
va lupng ban giam di. 



Hhih 13.6: Dirang cong cliu ky song san pliant 

Pho bien san pham va chu ki song san pham co quan he voi nhau nhung lai la 
hai khai niem rieng re. Thu nhat. pho bien tap trung vao ty le phan tram chap nhan 
san pham cua thj truong. Pho bien dat diem toi da khi 100% thj truong mua san 
pham nay. Trai lai. chu ki song san pham nham giai quyet van de ban hang theo 
thori gian. Thu hai. dudng cong pho bien thudng la luy tien, tire la chung tiep tuc 
tang hoac it ra la bao hoa theo thoi gian. Trong khi do. duong cong chu ki song san 
pham lai giam neu nguoi tieu dung quyet djnh khong mua san pham 6 nhung lan 
sau. Vi du. sau khi phat minh dien thoai quay so dupe pho bien rong rai tren thj 
truong thi lai co phat minh khac la dien thoai bam nut, va do do doanh so ban ra 
cua dien thoai quay so giam trong khi dien thoai bam nut lai tang. 

Nguoi lam thj truong muon tim hieu chu ki song san pham de du doan khi 
nao san pham buoc vao giai doan suy thoai. va tim ra nhung sir dung moi cho 
chung. Vi du. nylon co chu ki song san pham rat lau voi hang chuc nghin img dung 
khac nhau trong cuoc song (lam trang phuc, vat lieu....) ke tir khi chung dupe dua 
ra thi truong tir nhung nam 1940. Nhu vay. khi nguoi lam thj truong mo rong them 
nhung sir dung moi cho mot san pham hoac khuyen khtch sir dung mot each sang 
tao. moi me. ho co the keo dai chu ky song cua san pham. 
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IV. CAC NHAN TO ANH Hl/ONG DEN CHAP NHAN, PHAN DOI VA 
PHO BIEN SAN PHAM MOfI 

Nha quan tri Marketing can phai tim hieu cac tac nhan gay anh huong den 
thai do phan doi, chap nhan va pho bien cua nguoi tieu dung. Dieu nay lien quan 
den dac diem cua chinh ban than san pham moi va he thong xa hoi ma san pham 
moi se dupe gicri thieu. 

1. Cac dac diem ciia san pham moi 

Cac dac diem cua san pham moi co the gay tac dong len vice phan doi. chap 
nhan va pho bien chinh la gia trj, loi ich va chi phi nhan thuc. 

LI. Gid tri duoc nhan tlti'rc 

Nguoi tieu dung nhan thuc san pham moi co gia trj neu no mang lai nhung 
loi ich Ion hon hoac chi phi thap hon so voi nhung san pham moi trude do. San 
pham co gia trj nhan thuc cao co nhieu kha nang dupe chap nhan nhanh hon so voi 
nhung san pham co gia trj nhan thuc thap. 

1.2. Loi ich dupe nhan thirc 

Gia trj cua mot san pham moi doi voi nguoi tieu dung chiu anh huong cua 
chinh nhung loi the tuong doi dupe nhan thuc cua chung. tire la mire do ma san 
pham moi tao ra nhung loi ich cao hon so voi nhung san pham dang ton tai. Mot 
san pham hoac dich vu mang lai mot loi ich tuong doi neu giup cho nguoi tieu 
dung tranh dupe nii ro. thoa man nhu cau cua ho va thuc hien cac muc tieu cua ho. 
Nhu vay. lai ich tuong doi cua san pham chinh la mot tieu chi quan trong gay anh 
huong den quyet djnh chap nhan cua nguoi tieu dung. Can chii v la loi ich tuong 
doi la dieu ma san pham lam cho nguoi tieu dung chir khong phai la dieu dang ton 
tai (thuoc tinh) trong san pham. Nguoi lam thi truimg cung phai ghi nhd rang mot 
so san pham moi co nhung loi ich vupt troi so voi nhung san pham dang ton tai. 
nhung neu nguoi tieu dung khong nhan ra dupe loi ich nay hoac khong cho la quan 
trong. thi san pham moi se co rat it kha nang dupe chap nhan. 

1.3. Chi phi duoc nlian thirc 

Mot khia canh khac cua gia trj san pham la chi phi dupe nhan thuc. Nguoi 
tieu dung co the nhan thuc hai loai chi phi. Loai thur nhat la chi phi mua hang thuc 
te. Neu chi phi cang cao. nguoi tieu dung cang de phan doi va qua trinh pho bien 
dien ra cang chain hon. Do xe oto chav bang dong co hoi nude mang lai mot so dac 
diem duy nhat. nhung loai xc nay co gia cao hon hail cac xe oto khac. Nghien cuu 
cho thay nguoi tieu dung nhan thirc chi phi cao hon nhieu so voi nhung xe oto 
truyen thong, cho nen tien trinh chap nhan cung nhu pho bien lien hanh chain hon. 
Mot loai chi phi khac can dupe quan tain la chi phi chuyen doi - chi phi doi hoi khi 
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thay doi lir loai san pham hien co sang mot loai mod. Day qua la mot van de doi voi 
nhung nguai siru tap bang cassette va gia day dang phai quyet dinh xeni co nen 
mua dau dTa DVD hay khong. 

Nt'u nguai lieu dung khong nhan thay san pham mod dem lai led the tiromg 
d6i, nguai lam thj truang can phai bo sung them mot vai thay doi trong thiet ke 
hoac tai san xuat san pham meVi. Cong ty can phai huong dan nguoi lieu dung, 
nhung ai chua hieu san pham do la gi hoac dau la nhung lai the tirung doi cua no. 
Qua trinh pho bien WebTV dien ra chain la do mot phan nguai lieu dung khong 
thuc hieu san pham nay va tai sao ho phai mua chung. Mol phiromg phap de truven 
thong cac lai the cua san pham mod la sir dung nhung nguai khai xuong tin cay va 
noi tieng. 

Neu nguai lieu dung nhan thuc mot san pham la qua ton kern, cong ty phai su 
dung nhung khuyen mai ban hang giam gia dac biet nham giam chi phi dirge nhan 
thuc. Nguai lam thi truemg cung nen tang them bao hanh, bao duong de cho thay la 
san pham bat dat do han. Tuang tu. nguai lam thj truang phai tim each nao re han 
de san xuat san pham va dira ra dirge muc gia thap han cho nguai lieu dung. 

Neu san pham mi'ri khong dirge chap nhan vi nguai tieu dung ngh? rang chi 
phi chuyen doi qua cao. nguai lam thi truang phai tao them nhicu hinh thuc khuyen 
khich chuyen doi. Vi du. cac cong ty vien thong nhu Vinaphone. Viettel co nhicu 
chuang trinh khuy en khich dong bo nhu giu nguyen cac so cuoi cua mang di dong, 
giam cirac phi su dung, dung thu. 

Cuoi cung. nguai lam thj truang co the phai buoc nhung san pham mai tra 
thanh mot nganh cong nghiep chuan muc. nhu co chat lugng cao. su dung de dang 
va gia thap. MPTG-4. mot cong nghe chuan de xem cac file video co the tai xuong 
de dang tren mang lai dang bj cac cong ty quay lung lai, trong do co Cisco System. 
Mac du cong nghe MIMXi truiVc do duge dong dao chap nhan la chuan muc. 
Windows Media. RealPlayer \a QuickTime cung dang co gang gianh phan thang 
de cb dirge chap nhan cua dong dao nguai lieu dung. 

2. Su- khong chac chan 

Ben canh nhung dac diem cua san pham mai. nhung dieu khong chac chan 
lien quan den san pham mai co the anh huong den chap nhan. phan doi va pho 
bien. I lai khia canh cua sir khong chac chan rat quan trong can phai chu y den. Mot 
la sir ns’hi ngtr doi \bi \ iec san pham tra thanh chuan muc trong nganh. Vi du. mot 
no nguoi lieu dung khong dong y mua VCR \i ho khong chac la VHS hay loai beta 
lieu co tra thanh chuan cua nganh hay khong. MP3 cung la mot chuan cua nganh 
cong nghiep am nhac so nen. mac du dia MP3 nho xiu dang thay the C I). Khia 
canh thu hai cua khong chac chan la do doi cua chu ki song san pham \eu nguai 
tieu dung nghi rang san pham la mot nhat then, ho se phan doi manh hvm \i cho 
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rang san pham dang la mot xu huong hay trao liru. Trong truong hop nay. nguoi 
lam thi truong phai chi cho ho thay la san pham co the thich ung nlnr the nao va 
nhu vay no sc co mot chu ki song san pham dai hon ra sao. Vi du. nguiri lam thi 
truong may tinh ca nhan co the xoa tan noi so hai cua nhieu nguoi ticu dung, nhurng 
ai chua there su bict mot may tinh hoat dong nhu the nao hope tai sao ho lai phai 
can den may tinh klii chi ra tat ca cac ung dung thuc ticn va vui nhon, vi du nlnr sir 
dung Internet dc di mua hang, dat ve may bay, tint hieu thong tin, choi tro choi 
dien tir, chuyen lien Iren tai khoan... 

3. Nliung nhu cau tim hieu thong tin cua nguoi lieu dung 

Yeu to thir ba co anh huong den su phan ddi. chap nhan va phd bicn san 
pham nidi la nhurng doi hoi tim hieu thong tin cua nguoi ticu dung tire la nlurng 
gi nguoi lieu dung thuc su can de su dung hieu qua san pham mdi. 

3.1. Tinh lircrng hop 

Nguoi ticu dung thudng phan doi san pham mdi vi ho thdy chung khong 
thich hcrp vdi nhu cau. gia In. chuan nitre va hanh vi. NCm san pham nidi cang 
tuong hop vdi gia trj. chuan muc. hanh vi cua nguoi ticu dung, thi muc dp phan ddi 
se giam di va ticn trinli pho bicn sc tang nhanh. Dai phat thanli 2 chieu Motorola dc 
dang su dung va tirimg thich vdi mong muon cua nguoi ticu dung dupe ket noi vdi 
cac thanh vicn trong gia dinh va ban be khi di ra ben ngoai. Trai lai. may anh so lai 
khong tuong thich vdi each thuc ma nguoi lieu dimg chup va rira anh. do chung 
van hanh khong can phim va qua trinh xu ly ben ngoai. Can co su tuemg hop cua 
san pham mdi vdi gia trj. muc dich va hanh vi cua nguoi lieu dimg. 

3.2. Tilth llnr ngliifm 

Van dc thir hai trong nhu cau tim hieu thong tin cua nguoi ticu dimg la dupe 
thir nghiem san pham mdi. hay mire do san phiun co the dimg thu trong dicu kicn 
toi thieu trude khi dupe chap nhan mua. I uy nhien. tinh thu nghiem doi khi lai 
khong the thuc hien dupe ddi vdi mot vai san pham mdi. nhu may chieu laser. .. 
Do thir nghiem cho pliep mot nguoi tieu dimg nhan thay nhurng Ipi the tuong ddi 
cua san pham. danli gia cac nguy co rui ro tiem an khi mua hang, san pham dc thu 
nghiem co xu huong phd bicn nhanh hon tren thi truong so vdi nliirng san pluim 
khong cho phep thu nghiem. 

Nliirng ngliicn ciru gpi y la mire dp quan trong cua thu nghiem phu thuoc 
vao loai nguoi chap nhan san pham mdi. Thu nghiem co the rat quan trong ddi 
vdi nliirng nguoi cui each va nliirng nguoi chap nhan strut \ i lip co it co so danli 
gia gia trj san pham nidi. Trong khi do, thu nghiem lai it quan trong ddi vdi 
nliirng nguoi chup nlnln muon, vi ho co co so danli gia gia trj thong qua vice cho 
dpi sir chap nhan va truyen dat thong tin ve san pham tir nliirng nlidm cui each \;i 
chap nhan sum. 
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3.3. Tilth phire lap 

Phixc tap la doi hoi cuoi cung lien quan den chap nhan va pho bien. Pho bien 
co ve se cham hem neu ngucri lieu dung gap kho khan khi tim hieu hay su dung mot 
san pham moi. Chang han. may tinh luc dhu thuemg bj coi la qua phire tap. vi the ty 
1? ph6 bidn tuomg d6i cham. Cac may photocopy so co ty le pho bien thap vi nguoi 
tieu dung th&y chung phire tap trong viec chuyen anh so tir camera sang may tinh, 
hay cai dat phan mem xir ly anh. in anh. Ngupc lai. cac san pham khac nhu di?n 
thoai di dong khdi dau nhanh vi de sir dung. 

Nguoi lam thj truong sir dung mot so chien thuat de giam bot sir phan doi ciia 
nguoi lieu dung doi voi san pham moi nhu gia tang tinh tuong hop va giam tinh 
phire tap. quang cao tap trung vao tinh tuong hop de cho thay san pham cua ho tich 
hop nhu the nao voi nhu cau. gia tri. quy dinh va hanh vi cua nguoi tieu dung. 
Nguoi lam thj truong doi khi cung phai lam viec voi nhung nha lam luat de de ra 
nhung yeu cau doi voi \ iec chap nhan san pham moi. Vi du, sir dung may ty dong 
kiem tra nong do khoi. that lung cho ghe xe...la nhung san pham moi can phai 
duqc quy dinh ro rang. Co nhieu khi cong ty phai khuyen khich dung thir thay vi 
doi nguoi tieu dung hien tai thu nghiem san pham. Vi du, mot so tiem cat toe b6 tri 
he thong may tinh cho phep khach hang nhin truoc kieu toe. thir xem mau toe nao 
va kieu toe nao thi hop voi ho. 

4. Danh gia xa hoi 

Tac nhan thir tu co anh huong la danh gia xa hoi, dac biet la tinh de thay va 
gia trj xa hoi. Nhin chung. neu nguoi tieu dung co the thay nguoi khac su dung san 
pham moi thi cang de chap nhan chung. Mat khac, su pho bien san pham moi con 
phu thuoc vao tinh chat lieu dung tai noi cong cong hay rieng tu cua san pham. 

Gia trj xa hoi phan anh muc do ma san pham co dau hieu xa hoi dac biet. 
chung co y nghla mong muon hay phu hop ve mat xa hoi truoc khi bi bat chudc 
hoac pho bien rong rai. Nghien cim nay cung cho thay nguoi tieu dung cang sdm 
chap nhan san pham moi. tieng tarn cua ho cang gia tang. Doi khi nguoi tieu dung 
cung chap nhan cac san pham tham my moi nhu thdi trang moi. kieu toe hay oto 
moi nham thiet lap hinh anh cho ban than. 

Nguoi lam thi truemg co the sir dung nhieu quang cao. khuyen mai va phan 
phoi de giai quy et cac van de lien quan den tinh de nhan thay cua san pham moi. 
Van di* nay co the dupe giai quy et khi su dung cac bao bi dac biet. co kieu each, 
mau sac hay co truyen thong doc dao. Lien ket voi san pham la nhimg nguoi noi 
tieng hoac xay dung quang cao gpi y la nguoi tieu dung co the dupe danh gia xa 
hoi tot khi sir dung san pham - day cung la mot each lam ro tinh de thay. Danh gia 
xa hoi cua mot san pham nuVi co the dupe nhan manh thong qua quang cao. dac 
biet la nhimg quang cao lien quan den su dung san pham voi nhimg danh gia xa hoi 
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tiem an. Cuoi ciing. nguoi lam thi truong co the gia tang gia tri xa hoi khi ket hop 
san pham vdi mot so gia trj xa hoi dang de cao. 

5. Tinh hop phap va kha nang thich ung 

Hai nhan to bo sung nay co anh huong den thai do phan ddi, chap nhan va 
pho bien san pham mdi. dac biet la ddi vdi nhung san pham mdi bidu tuong va 
tham my. Tinh hop phap the hien muc do ma san pham moi cho phcp cac huong 
dan qui djnh s3n doi vdi nhirng gi duoc coi la phii hop trong chimg loai. Mot san 
pham moi qua triet de hoac khong theo luat djnh se khong hop phap. Vi du. cong 
chung mat rat nhieu thai gian de danh gia dung gia trj ciia nghe thuat hien dai vi 
cho ring cac tac pham nay vi pham cac nguyen tic nghe thuat truydn thdng. 

Kha nang thich irng la tiem nang cua san pham moi de thich irng voi cac san 
pham hay phong each dang ton tai. Day chinh la tac nhan khac anh huong den chap 
nhan va pho bien san pham moi. Vi du. mot so phong each thoi (rang hay kieu do 
go noi that duoc xem la co kha nang thich ung cao vi chung co the thich irng vdi 
nhieu xu huong thai trang va noi that khac nhau. Mot so san pham chuc nang nhu 
may tinh co kha nang thich ung cao vi chung thuc hien nhieu chuc nang khac nhau. 

6. Dac diem ciia he thong xa hoi 

San pham mdi duoc pho bien nhanh hay cham mot phan la do dac diem cua san 
pham, mat khac la do dac diem cua he thong xa hoi ma san pham mdi duoc gidi thieu. 
Dac diem ca nhan tieu dung tren thj truong muc tieu va ban chat cua moi quan he giua 
cac ca nhan trong he thong xa hoi deu anh huong den sir chap nhan san pham mdi. 

6.1. Hien dai 

Phan doi, chap nhan hay pho bien deu chiu anh huong cua tinh hien dai cua 
he thdng xa hoi - muc do ma nguoi tieu dung trong he thong do co thai do tich cue 
vdi nhung thay doi. Nguoi tieu dung cua he thong hien dai coi trong khoa hoc. 
cong nghe, giao due va thudng huong den cong nghe cao tren goc do su dung san 
pham cung nhu cac ky nang cua lire luong lao dong. He thdng xa hoi cang hien dai. 
nguoi tieu dung cang de chap nhan nhung san pham mdi hon. 

6.2. Sir dong nliat 

Die diem thir hai cua he thdng xa hoi la su dong nhat - mire do gidng nhau 
giua cac thanh vien trong cung mot he thong. Pho bic*n se nhanh him neu nguiri tieu 
dung tren cung thi truong co nhieu diem gidng nhau ve trinh do hoc van. gia trj. nhu 
cau, thu nhap va cac yeu to khac. Mot so nhan to giai thich mdi tuong quan nay. 
Trudc het, neu nen tang cua ho cang tuong dong, ho cang co nhu cau. gia trj va so 
thich giong nliau. Thir hai. nhung ca nhan gidng nhau thudng tuong tac va truy cn dat 
thdng tin cho nhau. Thir ba. cac ca nhan tuong dong thudng la hinh mau cho nguoi 
khac. I km nfra. cac anh huong qui chuan thuimg cao him neu sir dong nhat gia tang, 
dong thdi tang them sue ep chap nhan va toe do phd bien san pham miVi. 
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6.3. Klioiing each vat chat 

Dae diem thu ba la khoang each giura cac thanh vien. Pho bien co \u huong 
cham lai khi cac thanh vien trong cung he thong xa hoi qua xa each. Mot so nguoi 
lam thi trudng tai Nhat nhan thay rang nu sinh trung hoc co kha nang gay anh 
huong manh den phd bidn san pham moi. do la do su gan gui ve the chat va tinh 
cam khiOn ho co the' trao doi. noi chuyen nhieu voi nhau ve san pham moi. Tuong 
lu. mot san pham moi co the dien ra cham chap khi nguoi tieu dung o qua xa nhau 
(ngoai thanh pho hoac quoc gia). 

6.4. Y kien ctia ngirffi khoixmng 

Dac diem cuoi cung lien quan den nguoi co anh huong chinh trong qua trinh 
phd bidn san pham tfidi. Chuong nay da nhan manh den nhung ca nhan co uy tin, 
nhu nhung chuyen gia hoac nguoi khcri xuong, chinh nhung nguoi nay co anh 
huong dang ke den su chap nhan va pho bien vi ho co the tao nen nhimg thong tin 
ti'ch cue hay tieu cue cho nguoi khac. 

Nguoi lam thj trudng phai xac dinh nhung nguoi tieu dung khong chap nhan 
san pham moi. Nhung nguoi nay co the chia thanh nhieu nhom vcri nhimg dac tinh 
khac nhau. Mot nhom bao gom nhimg nguoi tieu dung thu dong - nhung nguoi thu 
san pham nhung lai khong muon cung cap nhieu thong tin cho nhung nguoi khac. 
Nhom thu hai la nhung nguoi tir bo chu dong - ho thir san pham va thich pho bien 
nhung thong tin tieu cue cho nguoi khac. Nhom thu ba la nhung nguoi chap nhan 
tiem nang - ho chua thir san pham nhung co the bj anh huong boi nhom tir bo tich 
cue. nhom chap nhan tich cue hoac nguoi lam thj truong. Do mot nhom nho cung 
co the gay anh huong Ion den quvet djnh chap nhan san pham moi cua nguoi khac. 
dieu can thiet la phai tap trung dac biet vao mot trong so nhung nhom nay. Vi du. 
nhung nguoi chap nhan tiem nang thieu thong tin ve san pham moi. cong ty can 
phai su dung quang cao de xav dung nhan thi'rc ban dau va khuven khich ho chap 
nhan. Nhung thong tin moi ve san pham la can thiet doi voi nhom tir bo tich cue. 
Nhu vay. cac chien luge Marketing khac nhau se thich hop voi timg nhom tieu 
dung chap nhan khac nhau. 

Nhung chien thual Marketing cung anh huong den ban chat va mire do truyen 
mieng. Vi du. cong ty co the tao dieu kien cho cac luong thong tin truyen mieng 
lien quan den san pham moi khi tap trung vao nhimg ngirdi khoi xiriing. Nhimg su 
kien dac biet nhu hoi cho thuong mai cung la mot each de quang ba san pham. gidi 
thieu cac dac diem chinh. va khuven khich truyen mieng tich cue. 


•k 
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TOM tATCHI/ONG 13 


San pham mdi la nhung san pham, djch vu, y tuong va thuoc tinh ma nguoi 
tieu dung tren mot phan doan thi trucmg nhan thuc la moi. San pham moi co die 
diem chuc nang. bieu tuong hoac hudng thu. Chung cung thay ddi theo mure do 
thay ddi cua hanh vi nhirng yeu cau chap nhan cua ho. Chien lupc pho bidn san 
pham moi bao gom vice giam phan doi san pham moi cua nguoi tieu dung, tao dieu 
kien thuan Ipi cho nguoi tieu dung, va anh hudmg den pho bien san pham moi tren 
thj trucmg. Qua trinh chap nhan vdi hieu ung no lire cao trai vdi hieu irng no lire 
thip xay ra khi san pham moi dupe xem la co nguy co riii ro kinh te. vat chit, xa 
hpi va tarn ly. Mot so ca nhan, dupe goi la nha cai each la nhung nguoi dau tien 
chap nhan cac san pham moi, doc lap voi quyet dinh cua nguoi khac. Cong ty co 
the tap trung vao nhom cai each vi sir chap nhan cua ho co anh hudng true tiep 
hoac gian tiep den quyet dinh chap nhan cua nhung nguoi tieu dung khac thong qua 
truyen mieng hoac mo hinh xa hoi. 

Phan doi. chap nhan hay pho bien san pham moi chiu anh hudng cua nhung 
dac tinh cua chinh san pham moi cung nhu cac dac diem cua moi trudng xa hoi 
ma san pham moi dupe gidi thieu tai do. Pha vo su phan ddi se de dang hon khi 
san pham moi dupe coi la mang lai gia trj hay lpi the tuong ddi, gia ca thap hay 
chi phi chuycn ddi thap. Ngoai ra. phan ddi se thap hon khi san pham mdi ddi hoi 
muc do tim hieu thap nhat va khi chung tuong thich cao vdi nhung nhu cau. gia 
trj va hanh vi dang ton tai. de dang thur nghiem. de su dung va nguy co rui ro 
thap. San pham mdi dupe danh gia xa hoi cao. co tinh hop phap va kha nang thich 
ung tdt thuimg lien quan ddn nhung nguoi tieu dung it phan ddi. Hon nua. cac 
dac diem cua he thong xa hoi tai dd san pham mdi dupe trien khai co the anh 
hudng ddn su phan ddi. chap nhan va pho bien san pham mdi. He thong xa hoi 
cang day dac va ddng nhat. thi cang co nhieu kha nang nhung nguoi chap nhan 
pho bien thong tin sang nguoi khong chap nhan. sau dd tiep tuc gay tac dong true 
tiep den xac suat chap nhan. 


* * * 
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CAU HOI THAO LUAN VA ON TAP 


1. San pliant moi duac the hien qua muc do moi la va loai loi ich nhu the nao? 

2. Phan biet chap nhan va pho bien. Khai niem phan doi san pham mcri co 
lien quan nhu the nao den chap nhan? 

3. Trong truong hop nao thi mot nguoi lieu dimg se theo mo hinh hieu img 
voi no luc cao de chap nhan mot san pham moi? 

4. Nguoi tieu dung co the duac xep loai theo thcri gian chap nhan so \oi 
nhung Nguoi tieu dung khac? 

5. Chu ky song san pham la gi? Chu ki song san pham khac nhau nhu the 
nao doi voi pho bien san pham? 

6. Doi hoi tint hieu thong tin cua nguoi tieu dung va danh gia xa hoi co anh 
huong nhu the nao den viec chap nhan san pham moi tren thi truong? 

* * * 


BAITAP 


1. Tim Joe cac tap chi nhu thai trang va tieu dung.... \a xac dinh hai loai san 
pham mai (hoac dich \ u). 

a. Tai sao ban cho rang day la nhung san pham mai° 

b. Xac dinh loai san pham mai cua san pham: lien tuc. lien tuc nang dong ha\ 
kliong lien tuc? Chuc nang. tham my hay huomg thu? 

c. Theo ban. tien trinh chap nhan va pho bien cac san pham mai nay se 
nhanh hay cham? 1 ai sao? (su dung nhung khai niem lien quan den san pham moi 
nhu loi the tuong doi. kha nang co the quan sat duac va tinh hop phap). 

d. Hay chi ro cho cac nguai lam thi truong each vuot qua duac >u phan doi 
cua nguoi tieu dung va gia tang chap nhan \a pho bien doi \oi nhung san pham 
mai ma tien trinh pho bien dien ra cham chap. 

2. Tim mot san pham ma ban cho rang day la mot san pham mai meTi nhung 
chira bao gia ban mua no. Su dung nhung khai niem da biet de neu ra nhung ly do 
tai sao ban lai phan doi san pham na\ (lam ro muc do phan doi. cao ha> thap). 

it 

x x 
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